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Johan  Huizingalaan  257, 

106  6  A. P.  Amsterdam, 

Netherlands . 


20th  February  19  84 


Dear  Mr  Van  Son, 

Enclosed  is  the  INPUT  Ltd.   report  analysing  IBM  vis  a  vis 
other  competition  within  the  Benelux  countries. 

IBM  was  compared  with  39  other  competitors  in  the  same 
markets.     In  the  basic  data  sheets  figures  in  parentheses 
are  the  number  of  respondents : - 

Conclusions : 

IBM  in  the  Benelux  countries  is  highly  regarded  for 
large  systems  service,   system  software,  word  processor 
microcomputers  and  data  communications  service  but  is 
closely  equivalent  to  other  respected  service  vendors 
in  small  systems,  peripherals  and  terminal   (Exhibit  A)  — 

Benelux  IBM  customers  say:    (Exhibits  B-I) 

Software  service  is  the  worst  feature  of  IBM  service. 

Recommended  improvements  are  needed  in  software  service 

The  most  positive  aspect  of  IBM  service  is  the  quality 
of  engineer. 

That  preventive  maintenance  is  necessary. 
Few  discounts  for  service  are  offered. 
They  favor  remote  diagnostics. 

Third;    party  maintenance  is  of  little  interest. 

Interruptions  in  their  work  annoy  them  most  about 
IBM  service. 

INPUT  Ltd  thanks  you  for  your  continuing  interest  in  its 
Field  Service  research  and  for  the  opportunity  to  provide 
this  study.  ^ 

Enclosed  is  Invoice  E840  for  £800. 


DIRECTORS:  P.A.  CUNNINGHAM  (U.S.A.),  P.E.  CUNNINGHAM,  K.W.L.  HOCKING 
Registered  Office:  ROLLS  HOUSE,  7  ROLLS  BUILDING,  FETTER  LANE,  LONDON  EC4A  INH 

Registered  in  England  No.:  1470416 
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Thank  you. 
Yours  sincerely, 

A.H.  Thomas, 
Principal  Consultant 


encs . 


EXHIBIT  A 


Overall  Quality  of  Service  -  Benelux 
(1  =  low,   5  =  average,   10  =  excellent) 


7.8 


6.0 


5.5 


Vendor 

IBM 
APPLE 
BASF 
BEEHIVE 
BURROUGHS 
CANON 
CDC 
CODEX 
CIT 

COMPUCORP 

DATA  GENERAL  7.0 

DATAPOINT 

DEC 

ERICSSON 
HAZLETINE 
HEWLETT-PACKARD 
HONEYWELL  6 . 5 

ICL  7.0 
ITT 

LEXITON 
MEMO  REX 
MIC ROM 
NCR 

NIXDORF 

PARADYNE 

PHILLIPS 


Large         Small        Peripheral     Data     Micro    Word  System 
Systems     Systems     &  Terminals  Comm.   Comp.     Proc.  Software 


7.9 


3.5 


9.0 


6.7 
6.0 

8.0 
8.0 
8.3 


5.0 
6.5 

8.0 


7.9 

9.0 
8.0 
6.3 


7.0 

7.0 
7.0 
10.0 

6.8 
7.0 
9.5 

7.0 

5.0 


8.0 


7.5 


7.3 


8.0 

8.0 

8.0 
7.0 


6.0 


6.5 
5.1 


7.0 
10.0 


1.0 


8.0 


9.0 


5.0 


6.5 
7.0 

8.0 


7.4 


6.7 


5  .0 

8.0 
5.0 


8.0 
7.0 


5.0 
5.0 


8.0 


8.0 


EXHIBIT  A  (Continued) 
Overall  Quality  of  Service  -  Benelux 
(1  =  low,   5  =  average,    10  =  excellent) 


Vendor  Large       Small  Peripheral     Data     Micro     Word  System 

Systems  Systems       &  Terminals  Comm.   Comp.     Proc.  Softwa 

PRO DAT A  7.0 

RAYTHEON  8.0 

RTT  6 . 5 

RACAL  8 . 4 

SIEMENS  6.8  8.0  6.3  8.0       5.0  5.0 

STC  8.0 

SYSTIME  2.0 

TEKTRONIX  8.0 

TELETYPE  8.0 

TELEX  7.0 

TELINDUS  8.5 

UNIVAC  5.0  5.0  5.0  5.0 

WORDPLEX  6 . 5 

WANG  8.0  8.0 

Average : 

Score    (ex-IBM)  6.3           6.9  7.4  7.6  5.6  6.7  6.0 

IBM  Score  7.8           7.9  7.9  8.0  6.5  8.0  7.4 

IBM  Rank  18  9  2  3  2  3 


EXHIBIT  B 

Worst  Features  of  IBM  Service 
BENELUX 

Problem  %  of  Responses 

Intermittent  Failures  7% 

Lack  of  Expertise  16% 

Availability  of  Spares  11% 

Offshift  Coverage  5% 

Software  Service  22% 

PM  -  No  show  5% 

Price  6% 

Response  15% 

Nothing  14% 

100% 


19  Responses 


EXHIBIT  C 


Charges  Recommended 
By  IBM  Users  -  Benelux 
For  Service  Improvements 


Improvement 


Recommended  by  % 
of  respondents 


Nothing 

Better  Software  Staff 


Other: 


Better  off-shift  coverage 
Constant  Service  Group 
Respect  delivery  planning 
More  customer  oriented 
Guarantee  more  service 
Better  communications 


14% 
21% 
65% 


100% 


14  Responses 


EXHIBIT  D 

Most  Positive  Aspects  of  Service  - 
IBM  Users  -  Benelux 


Positive  Aspect 


Percent  Mentions 


Quality  of  Engineer 
Response  Time 
Other: 

Test  Equipment 
Failure  Rate 
Reliability 
Staff  Flexibility 


32% 
27% 
41% 


1005 


22  responses 


EXHIBIT 


E 


Benelux  IBM  User  Attitude 
Toward  Preventive  Maintenance 


Positive 


81' 


Negative 


19' 


16  responses 


EXHIBIT  F 


Discounts  Received  by 
IBM  Maintenance  Users  -  Benelux 


No  Discount  Discount 


82%  18% 


17  Responses 


EXHIBIT  G 

Attitude  of  IBM  Users  in  Benelux 
Towards  Remote  Diagnostics 


Positive  Negative 
58%  42% 


19  responses 


EXHIBIT  H 

IBM  Users  in  Benelux 
Consideration  of  TPM 


Not  Considered 
Considering 
Using  TPM  now 


20  responses 


EXHIBIT  I 
Benelux  IBM  Users' 


Annoyances  with  Service 


Interrupts  in  productivity 
and  operation 

Price 

Other: 

Intermittant  Failures 

No  show  for  PM 

Leaving  problem  before  fix 

New  releases  not  supplied 

properly 
Software 


14  Responses 


9 


X  &  PI 

USER  QUESTIONNAIRE   


FIELD  SERVICE  SURVEY  —  USERS 


t* 

QUALITY  OF  SERVICE 
Lew   f"*5  Average    !0«  Excellent 

• 

Product 
Classification 

Examples 

Manufact- 
urer of 
Your 
Equipment 

Servicer 
of  Your 
Equipment 

end 
Software 
(if  different 
from  MfrJ 

/  J 

/ 

/  < 
/  <s 

/  V 

1/ 

i 

1  o 

*  /  /  I pI  /.  /   /*  / 

v./  Av  a  / 

if •£ 
By  ^ , 

Large 
;  \  Systems 

IBM  303X 
BUR  65900 
HON  0PS7 
UNI  90/60 
OEC-10 

It  "j 

VI 

1.2 

7  V 

1,3 

1,3 

Si 

Small 
i )  Systems 

IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 

7 

O «  1 

i 

Peripherals 
I  )  and 
-  Terminals 

Self 
explanatory 

"!  ft 

1  7 
/ '  ( 

"7  A 

i 

/.'/ 

7.3 

u 

1  0 

Li 

flats 
Communt* 

eeiicitt 

Modems 

Multiplexers 
Tech  Control 

* 

g.  D 

\j  •  .~> 

3.7 

1.7 

7,3 

0  Personal 
F  C^puttr 

Sal! 
explanatory 

u 

<M 

7  s 

<  < 

/f?  n 

P,  0 

F  «ord 
'r  froc. 

Self 
explanatory 

Ki  0 

p  Q 

H.O 

E  Work 
P  Stations 

Self 
explanatory 

0  PBAX 

Self 
explanatory 

U  Copiar 
C  Fax 

Self 
explanatory 

S  Other 

L 

S  W  System 
OA 

Self 
explanatory 

7L/ 

w 

£.0 

■  ■ — > 

Li? 

|    .  j 

1,3 

7,2. 

7.G 

FR    *  . 

T  E  Appl»c. 

Self 
explanatory 

u? 

U  i 

7,  G 

7.0 

"7  ^ 

S3 

1 
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INPUT 


YOUR  DESIRE  FOR 
.  DIFFERENT 
CONTRACTS 

1  «  Undesirable 
10  s  Very  Desirable 


YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
1=Unwil!ing  KMJViliing 


FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to  1%  basic  charge 
3=Upte5%     4»1Q%  '5-15% 


PRICING 

/ 


:lL) 

%  1 

X  V 

Quo 

1.7 

/ 

1.3 

4l 

iL-i 

1,9 

6,c/ 

- ' 

0,c 

7(i>' 

/  i» 
•' ) 

Urge 

Systems 

\  $ 
'J  *  - 

:\  i 

•;.  5 

C 

7 

U 

f  l! 

%7 

%.i 

Z  1 

*)  ;> 
-<  •  \ 

Small 
Systems 

r  i  n 

8.3 

Q  3 

/  '< 

•*  * 

>-# 

O  *  r 

^  r  7 

Hi 

it 

/..^ 

/  o 
1  i  «c 

H6 

/  iJ 
■'/ 

Peripherals 

tad 
Terminals 

If 

?3 

to 

u 

in 

iT.c 

7  7 

as 

U3 

tex 

Itx 

hi 

),  b- 

-3.1 

!  *~f 
■•  i 

M 

V.o 

(,7 

1.7 

Data 

Communi- 
cations 

s 

6,  *J 

fo,  •■ 

i.t 

>''■' 

ICC 

/p. 

S  I: 

C)9.G 

4  Q 

;,'u 

/ 

Personal 
Computer  D 

VP 

<(< 

Co 

h.i 

/ 

£f  0 

/,  0 

/■  D 

V*.  G 

ft  c 

s 

*>  0 

Word  F 
Proc  | 

Work  § 
Stations  f 
 —  P 

| 

PBAX  R 

Copier  D 
Fax  U 

—   c 

Other  T 

P,l 

ii 

M 

7-V 

7) 

7,t 

V.7 

P7,/ 

'.3 

/ 

System  S  W 
OA 

1.1 

7.7 

7d 

u 

£7 

7« 

U 

7^t 

97,5 

3* 

'Ac 

4o 

F  R 

Applic  T  E 

-313  - 

©1983  by  INPUT.  Reproduction  Prohibited. 


INPUT 


YOUR 
SYSTEM 

AVAftASItrTY 
(in  Percent) 


YOUR 

RESPONSE 

TlfiSE 
(in  Ytotsri  from 
1st  gall) 


YOUR 


MAIM° 
TE  NANCE    E  QUIP- 


REPAIR    I  COVER- 
TIME  AHE 
(in  Hours  from  |  {in  Shifts/ 
arrival)  S 


MENT 
USAGE 
(in  Shifts/ 
Week) 


Ha 

Lm3> 

i  ■  *"> 
'j> » v 

7.i 
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7: 
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hi 
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79 
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INPUT 


0 


USER  QUESTIONNAIRE 


1983 


PUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Small 
Systems 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


F 

i 

C 

E 

f 

R 

0 

D 

U 

C 

T 

S 


Personal 
Computer 


Word 
Proc 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


System 


S  W 
OA. 
F  R 

T  E  Applic 


Examples 


IBM  308 x 
BUR  B5900 
HON  0PS7 
UNI  90/60 
DEC -10 


IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Multiple  xen 
Tech  Control 


Self 

explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
•xplanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  •  Low  5  ■  Average   IB  *  Excellent 


7J 


7  J 


Ji 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  s  Very  Desirable 


YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 


TO  AIDSERV3CEH 
IF  YOU  RECEIVED 

DISCOUNT 
1»Unwilling  KWAfillma, 


FOR  EXTRA/IMPROVED 
S£Q,V!CE 
1 = None    2=  U %  ta\%  basic  charge 
3=Upto5%     4=10%  "5=15% 


o>>  0 


.Si 


s 


Peripherals 
-  and 
Terminals 


Data 

Communi- 
cations 


Personal 

Computer 


Wari 
Proe. 


0 

F 
F 
I 

C 
E 
P 
R 
0 
0 

u 
c 

T 


Work 
Stations 


P8AX 


Copier 
Other 


System 


S  W 

 ,0A 

 F  R 

Applic  TE 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  *  Unimportant   S  -  Neutral   10  =  Very  Important 


YOUR 
RESPONSE 
TIME 

(in  Hours  from 
1«  esfii 


YOUR 
REPAIR 
TIME 
{in  Hours  from 
arrivsO 


MAIN- 
TENANCE 
COVER- 
ARE 

(in  Shifts/ 


EQUIP- 
MENT 
USAGE 
(in  Shifts/ 
Wetk; 




• 

• 

■& 

to 

£.0 

I.D 

M 

u 

;.d 

I.C 

ro.D 

At 

ho 

?  T- 

:  i  u 

■  j  •  Q 

/'D.I 

i 

i 

j  
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IMPUT 


USER  QUESTIONNAIRE 


"T 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Small 
Systems 


Peripherals 
and 

J  Terminals 


Data 

Communi- 
cations 


0 
D 
U 
C 
T 
S 


Personal 
Computer 


Word 
Proc. 


Work 

Stations 


PBAX 


Copier 
Fax 


Other 


System 


S  W 
0  A. 

F  R  . 

T  E  Applic. 


Examples 


IBM  308 X 
BUR  BS900 
HON  DPS7 
UNI  90/60 
DEC-10 


IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 

explanatory 


Modems 
Multiplexor* 
Tech  Control 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Servicer 

of  Your 
Equipment 
and 

Software 
(if  different 

from  MfrJ 


QUALITY  OF  SERVICE 
1  3  Low   5  ~  Average   10s  Excellent 


7,o 


*7 


9,0 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  -  Undesirable 
10  =  Very  Desirable 


YDUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwilling  ICH/Villing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  Up  to  1%  basic  charge 
3=Upto5%      4=10%  '5=15% 


Large 
Systems 


Small 
Systems 


Peripherals 

-  and 
Terminals 


Data 

Communi- 
cations 


Personal 
Computer 

Word 
Proc. 

Work 
Stations 

PBAX 

Copier 
Fax 

Other 


& 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 


System 


Applic 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
f  ■  Unimportant   5  -  Neutral    16s  Very  Important 


YOUR 
SYSTEM 
AVAILABILITY 
On  Percent} 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
AGE 
(in  Shifts/ 
Week) 


EQUIP- 
MENT 
USAGE 
(in  Shifts/ 
Week) 
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USER  QUESTIONNAIRE 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


Largs 
Systems 


Small 
Systems 


Peripheral! 
}  mi 
Terminals 


ComtnuiM* 
Bjaajajai 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Computer 


Word 
Proc 


Work 
Statiotis 


PBAX 


Copjar 


Other 


S  W  System 
OA  

FR    -  .. 
T  E  Applic 


Examples 


IBM  308X 
BUR  85900 
HON  OPS? 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  8800 
HON  OPSS 
H-P3000 
NCR  8200 


StH 
explanatory 


Muitlptoxevs 
Tadi  Control 


Manofact* 
urer  of 
Your 
Equipment 


Servicer 
■of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


Self 
explanatory 


Sal?   


Satf 
explanatory 


Self 
•xpianatory 


Salt 
explanatory 


Self 
•xpianatory 


QUALITY  OF  SERVICE 
1 "  Low  5  ■  Average   10  s  Excellent 


0 


La 


5o 


.D 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  »  Undesirable 
10*  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

"!=Unwilling  KHViiling 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  Up  to  1%  basic  charge 
3=Upto5%     4*10%  '5=15% 


Large 
Systems 

Small 
Systems 

J 

&\ 

!>•& 

)D,t 

S'.o 

sit 

Peripherals 

and 
Terminals 

.. 

Data 

Ccmmuni- 
cations 

Personal 
Computer  0 

Word  F 
Proc  | 

Work  f 
Stations  c 

 .  p 

PBAX  R 

Copitr  D 
Fax  U 

  c 

Other  T 

System  S  Vt 
OA 

F  R 

Applie.  T  E 
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INPUT 


5" 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant  S  *  Neutral   10  *  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call} 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
AGE 

(in  Shifts/ 
Weak) 


EQUIP- 
MENT 
USAGE 
(in  Shifts/ 
Week) 


j 

io 

104 

'J.  D. 

/  f  V 

.  U.L 

if,  *fe 

}.V| 

7.D 

5.0 

3,0 

U 

,U 

3.6 

/D.l 

AO 

U 

ii  Jb 
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INPUT 


USER  QUESTIONNAIRE 


1983 


UT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


\  Largs 
j  Systems 


\  Small 
J  Systems 


Peripherals 
)  and 
Terminals 


Examples 


IBM  308X 
BUR  B5POO 
HON  Df-o7 
UNI  90/60 
DEC-10 


IBM  8100 
BUR  8300 
HON  0PS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Data 

\  Comnrant* 
'  cations 


Personal 
Computer 


Word 
Proc 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W  System 
OA  

T  E  Applic 


Multiplexers 
Tech  Control 


Serf 
explanatory 


Self   

explanatory 


Self 
explanatory 


S*>1 
explanatory 


Sail 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 

Equipment 


QUALITY  OF  SERVICE 
1  ■  Low  5  »  Average   10  s  Excellent 


Servicer 
•of  Your 
Equipment 

end 
Software 
(if  different 
from  MfrJ 


>3 


'.t> 


7 


S 


Lb 


Li 


V.7 


.5 


l7l 


i 


L-0 


5-5 


Si 


5.o 


?.D 


1.7 


7.-S 


7.7 


7.6 


7~ 
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INPUT 


YOUR  DESIRE  FOR      YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 


DIFFERENT 
CONTRACTS 
1  *  Undesirable 
16  3  Very  Desirable 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
mjnvriUing  lO^Wiiiing 


FOR  EXTRA/IMPROVED 
SERVICE 
1-None    2=Up  to  1%  basic  charge 
3=UptoS%     4-10%  5=15% 


PRICING 


q  / 

0  r 
5.1) 

t?  * 

1A 

7.5 

26 

7£ 

"1  ^ 

5  .b 

to 

Ad 

~2  *1 

■  L/»  'J 

Systems 

/  ft 

7-S 

9  £ 

io 

3.V 

/  0 
'l  i 

i>  - 1> 

/•■ 

Small 
Systems 

L 

3.D 

;.d 

U 

9?i 

|.<J 

0.7 

u 

* — 

Peripherals 

and 
Terminals 

Oats 

Com  muni- 
cations 

Personal 
Computer  O 

4 

Wort  F 
Prcc  i 

Work  § 
Stations  ' 

  P 

PBAX  R 
O 

Copier  D 
Fax  U 

  c 

Other  T 

to 

*)  ' 

/.  0 

Its 

§  0 

System  S  W 
OA 

r — ~ 

F  R 

Appljc  T  E 
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INPUT 


as? 

•Oti 


5< 


IMPORTANCE  OF  SERVICE  ISSUES 
Unimportant  5  ■  Neutral   18  *  Very  Important 


YOUR 
SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  horn 
1st  ci 


YOUR 
REPAIR 
TIME 
{in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


COVER- 
AGE 

(in  Shifts/ 
Week) 


MENT 
USAGE 
(in  Shifts/ 
Week) 


13  A 

3fc 

7,» 

Iu5 

/  ,  sy 

&6y 

A  0 

3  *  li 

'~3  N 
ii  (J 

^5 

h  I) 

/,6 

*5 

5s  if 

/.  1 

A  6 

S*J1 

7(7 

U 

0  1 

75 

J.b 

?,3 

$  < 

3-D 

i  )  #s 

'Ac 

7.6 

7.6 

/  IK 

f 

/  - 

Li  )  * 

to 

7.o 

--"  x 

!». 

il 

Zh 

< .  [ 

/? 

7,3 

£,t) 

I  < 

jib 

1 

7,< 

t\ 

\.C 

7  fe 

/  b 

lb 

2,1 

(t>,t 

P.  6' 

7  r 
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INPUT 


i  jhVafefTiirfnr'i'tii 


0 


USER  QUESTIONNAIRE 


Qf)ribrJ 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


Large 
Systems 


;  )  Smalt 
Systems 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


Examples 


IBM  308X 
BUR  B5900 
HON  0*^7 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  SSCX3 
HON  SPSS 
H-P  3360 
NC«  8300 


Self 
explanatory 


Modems 
Tech  Control 


0 

F 

F 

I 

C 

E 

P 

R 

0 

0 

U 

C 

T 

S 


Personal 
Computer 


Word 
Proc. 


Work 

Stations 


PBAX 


Copier 
fax 


Other 


S  W  System 
OA  

F  R    .  . 
T  E  Apphc 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


S*< 

"snatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


QUALITY  OF  SERVICE 
1  ■  Low  S  ■  Average   10  ■  Excellent 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


7,0 


f,0 


9.o 


7.C 


7,0 


7.1 


7.D 


ZD 


■Ad 


7/0 


1:0 


9.o 


!0.Q 


lib 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  "  Very  Desirable 


YOUR  WILLINGNESS 
TO  AIO  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=UnwiHing  10=Willing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=Nont    2=Up  to  1%  basic  charge 
3=Upt©5%     4=10%  '5=15% 


j 

Large 

Systems 

■J  '  V 

is  y 

la' 

%i 

7D 

Lo 

7m' 

1.0 

V/i 

AC) 

Ai 

Smalt 
Systems 

Peripherals 

and 
Terminals 

- 

Data 

Communi- 
cations 

U 

7.P 

70.1: 

)..o 

Personal 
Computer  0 

Word  F 

PfDC.  j 

Work  S 
Stations  ^ 
—  —  P 

PBAX  R 

Copier  D 
Fax  y 
 •  C 

Other  T 

Systes:  S  W 
OA 

F  R 

Applic  T  E 
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'I 


0 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportsnt   5  *  Neutral   10  s  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 

RESPONSE 
TIME 
(in  Hours  from 
IstesJi} 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


COVER* 
ARE 

(in  Shirts/ 
— ---) 


MENT 
USAGE 

(in  Shifts/ 
Week) 


to 

ZD 

/CD 

7,0 

8.0 

AD 

AD 

.2.0 

ZQ 

If? 

7c 

7.o 

S 

•  -A 

• 

tp 

7n 

/CD 

7.c 

H 

i,o 

J..b 

/,0 

7,tf 

7.5 

iO.fi 

4o 

- 

0 


USER  QUESTIONNAIRE 


1983 


FIELD  SERVICE  SURVEY  ~  USERS 


Product 
Classification 


Large 
Systems 


n  x  Small 
/*J  Systems 


Peripherals 

and 
Terminal 


Data 

Com  muni* 
cations 


;? 

F 
I 

£ 
E 
P 
i  R 
0 

0 

1  U 

C 
,  T 
S 


Personal 
Computer 


Word 
Proc. 


Work 
Stations 


P8AX 


Copier 
fax 


Other 


S  W  System 

OA  

F  R 

T  E  Apphc 


Examples 


IBM  308X 
BUR  S59GO 
HON  DPS7 
UNI  90/60 
OEC-1© 


IBM  @  300 
BUR  8800 
HO"N  0PS6 
3000 
NCR  8200 


Manufact- 
urer of 
Your 

Equipment 


Self 
explanatory 


Madams 
Tech  Control 


Sail 
explanatory 


stir 

explanatory 


S*H 
explanatory 


Self 
explanatory 


Sett 
explanatory 


Serf 
explanatory 


Self 
explanatory 


QUALITY  OF  SERVICE 
1  ■  Low   S  E  Average    10  *  Excellent 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfO 


5\  ( 


/o,o 


fo.c 


7- 


UP 


0  ,0 


D,0 


-311  - 

©1983  by  INPUT.  Reproduction  Prohibited. 


YOUR  DESIRE  FOR      YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 


.  DIFFERENT 
CONTRACTS 
1  *  Undesirable 

10  »  Very  Desirable 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
1-Un willing  iOWilling 


FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Upto  1%  basic  charge 
3=Upto5%     4=10%  '5=1554 


Largs 
Systems 


8.; 


7,y 


!*y  c 


7,0 


/J 


0  r 


J!  " 
7«0 


Small 
Systems 


Peripherals 
»  and 
Terminals 


1M 


/  'j.  i 


■At 


0'!  h 


12  h 


Data 

Communi- 
cations 


Personal 
Computer 


0 

F 

F 

I 

C 

E 

P 

R 

0 

0 

u 
c 

T 


Word 
Frew. 


Work 
Stations 


PBAX 


Copier 
Fax 

Other 


System  S  W 

 OA 

F  R 

Applic  T  E 


-313  - 

©1983  by  INPUT.  Reproduction  Prohibited. 


INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
Unimportant   5*  Neutral    10  =  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
{in  Percent) 


YOUR 

RESPONSE 
TIME 
(in  Hours  from 
IstoK) 


YOUR 
REPAIR 
TIME 

(in  Hours  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
AHE 

(in  Snirts/ 


EQUIP- 
MENT 

USAGE 
(in  Shifts/ 
Week) 


1  

i/iO 

f)  < 

<  f 

7^ 

2  n 

Ik 

$  h 
l,v 

1  D.F 

*  (y 
Ab 

*"> 

-"i   1  L 

/  (6 

AO 

It  u 

/ 

-J  /  L 

/5-0 

Q  s 

AU 

P  n 

*-  ■  "jS 

; 

/ .  v 

1,  0 

/,  D 

i-  0 

f  ■  > 

./.  3 

!  ■ 

1  7-. 

;  A  J 

/to 

>;  r. 

| 

\ 
i 

i 

USER  QUESTIONNAIRE  _  _ 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


Large 
Systems 


Small 
Systems 


Peripherals 

and 
Terminals 


Data 

%  )Communi- 
-  cations 


Persona! 
Computer 


Word 
Proc 


Work 

Stations 


PBAX 


Copier 
fax 


Other 


System 


S  W 
OA. 

F  R 

T  E  Applic 


Examples 


IBM  308X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
DEC-IS 


Manufact- 
urer of 
Your 
Equipment 


IBM  8100 
BUR  8800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modem 
Multiplexer* 
Tech  Control 


Self 
explanatory 


Self 
explanatory 


Self 

expiratory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
Low  5  s  Average   10  *  E^ceSlent 


7.2 


7.7 


77 


D/3 


(  -< 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
1Q  *  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwilling  HH/Vilting 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to  1%  basic  charge 
3=Upto5%     4=10%  5=15% 


Sytttm 


S  W 
OA 
F  R 
AppHc  TE 
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INPUT 


r 

0' 


IMPORTANCE  OF  SERVICE  ISSUES 
1  8  Unimportant   S  *  Neutral    10  s  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percafit) 


YOUR 
RESPONSE 
TIME 

(in  Hours  from 


YOUR 
REPAIR 

TIME 
(in  Ho'-vj  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
AGE 

(in  Shifts/ 


EQUIP- 
MENT 
USAGE 

(in  Shifts/ 
Wetk) 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


QUALITY  OF  SERVICE 
1  *  Low  5  «  Averaga   10  s  Excellent 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 

1  *  Undesirable 
18  *  Very  Deshsbk 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwilling  UHflfilHng 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to  1%  basic  charge 
3=Upto5%     4=10%  '5=15% 


Large 

Systems 

Small 
Systems 

Peripherals 

and 
Terminals 

Data 

Com  muni* 
cations 

Personal  „ 
Computer  0 

Ward  F 

Proc__  I 

Wati  £ 

Stations  *■ 
 —  p 

PBAX  R 

j 

I 

Copier  D 
rax  U 

— ™ —  C 

Other  T 

System  S  W 
OA 

F  R 

Applic   T  E 
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INPUT 


r 


IMPORTANCE  OF  SERVICE  ISSUES 
1  •  Unimportant   S  3  Neutral   10  ■  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 


YOUR 

RESPONSE 
TIME 
(in  Hours  from 

lit! 


MAI* 

YOUR      TENANCE  EQUIP- 
MENT 
USAGE 
(m  Shifts/ 


REPAIR     I  COVER 
TIME  ARE 
(in  Hours  from  [  fui  Shifts/ 
it)      I  Ems) 


* 

.-A 
2.-. 
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INPUT 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Examples 


Large 

Systems 


Snail 
Systems 


Peripherals 

and 
Terminals 


Data 

Com  mti  ait- 
cations 


i 

f 
I 

c 
1 

!7 
Si 
§ 
1 
i 
(5 
T 

i 


Personal 
Computer 


Word 

Proc 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W  System 

OA  

FR  ... 
T  E  Applic 


IBM  30SX 
BUR  65900 
HON  DPS 7 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  6800 
HON  DPS8 
H-P  3000 
NCR  8200 


txptanatory 


ModiNtxfl 


Ss3! 
•xpianctory 


Srtf 


Se!f 
explanatory 


Self 
explanatory 


Salt 
explanatory 


S«4f 
explanatory 


Self 
explanatory 


Manufact- 
urer  of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  *  Low   5  «  Average    10  *  Excellent 


Ad 


/0,d 
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YOUR  DESIRE  FOR 
.  DIFFERENT 
CONTRACTS 
1  s  Undesirable 
10  s  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1'Unwilling  lOWilling 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2- U p  to  1%  basic  charge 
3=Upto5%     4=10%  '5=15% 


Urge 
Systems 

Small 
Systems 

Peripherals 

and 
Terminals 

Data 

Communi- 
cations 

Personal 
Computer  0 

Won*  F 
Pros,  1 

Work  | 
Stations  * 

I 

PBAX  R 

L 

Copier  D 
Pax  u 

 c 

Other  T 

System  SW 
'  OA 

F  R 

Applic   T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  s  Unimportant   5  a  Neutral    10  s  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 

RESPONSE 
TIME 

(in  Hours  from 
1st  cam 


YOUR 
REPAIR 
TIME 

(in  Hourj  from 
arrival/ 


MAIN- 
TENANCE EQUIP- 


COVER 

Af,E 
(inSnirts/ 

¥«««} 


MENT 
USAGE 
(in  Shifts/ 
Week) 


• 

\ 

l— j 

i 
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INPUT 


0 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


• 

Product 

Classification 

Examples 

Manufact- 
urer of 
Your  S 
Equipment 

Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 

QUALITY  OF  SERVICE 
f  a  Low   S  *  Average    tjO  *  ExesSSent 

//  /  /  /§  /  /&  /  k  /i  U 

/  >  /  3  /  Sf  $  fir  M  /* 

/£/ &/  &/  «  /£  /i»fi/$i/s  /<r7  / 

/i/iM/im/^ 

.  Large 
i  j  Systems 

IBM  308X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
OEC-10 

U 

I  x 

7v 

7.D 

U 

u 

To 

Small 
Systems 



IBM  8100 

BUR  68 00 
HON  DPS6 
H-P  3000 
NCR  8200 

Peripherals 

;-n  and 
1/  Terminals 

Self 
explanatory 

7c 

7o 

7D 

7o 

7o  • 

Data 

Communi- 
cations 

Modem* 
Multiplexers 
Tech  Control 

■ 

0  Penonal 
p  Computer 

Self 
explanatory 

f  Word 
j»  Proc. 

Self 
explanatory 

^~ 

E  Work 
p  Stations 

Self 
explanatory 

R 

0  PBAX 

Self 
explanatory 

U  Copier 
C  F»x 

Self 
explanatory 

S  Other 

S  W  System 
n  a 

Self 
explanatory 

F  R     „  ,. 
T  E  Applic 

Self 
explanatory 
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INPUT 

  ..    .  .    —    '  ■  ■  n. 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS   YOUR  WILLINGNESS  TO  PAY 
TO  AID  SERVICER  5     FOR  EXTRA/IMPROVED 
IF  YOU  RECEIVED  i  SERVICE 

DISCOUNT  j1=None  2=Up  to  1%  basic  charge 
1=Unwil!ins  *0=Willing  3=Up  to  5%      4=10%  5=15% 


/  D.i 

J  D  ,t 

1  f\ 

1 

/f 

*s  ( 

7  K 

A  U 

9?  r 

5  <" 

)  < 

*J  0 

Large 

Smell 
Systems 

k.  0 

1.6 

8.0 

Ho 

Jo 

b.O 

s  - 

)0.£ 

770 

1,0 

9  ri 

0  1  V 

t.s 

Peripherals 

and 
Terminals 

Data 

Communi- 
cations 

Personal 
Counter  0 

... 

n-i  F 
.;•  e.  1 

-  5*-  § 

P8AX  g 

Copier  O 
—25—  g 

Other  T 

IP 

<.c 

lo 

t.c 

77.  c 

5.0 

/u 

7.D 

l..a 

.Co 

System  S  W 
.  ..  O  A 

F  R 

Applic  TE 
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INPUT 


6' 


IMPORTANCE  OF  SERVICE  ISSUES 
1  "  Unimportant   5  3  Neutral    10s  Very  Important 


YOUR 
SYSTEM 
AVAILABILRY 
{In  Percent) 


YOUR 

RESPONSE 
TIME 

(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 

(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


/0.C 

«9  •  C 

u 

8. 5 

/  V>|0 

!  h  f 
/  u,  >„ 

/a  IS 

3,o 

3.c 

— . 

3.0 

L.l 

! 

■  

u 

July 

lot 

lr> ?. 

-<■  u 

>o 

J*  c 

I.D 

*>  /- 

2.0 

fat)  it 

n.t 

!T)  ? 
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Q 


USER  QUESTIONNAIRE 


h  n  r  r  Pf 


INPUT 


1983  Si  ^11  a    FIELD  SERVICE  SURVEY  —  USERS 


Product 
Classification 

■ 

Examoles 

Manufact- 
urer of 
Your 
Equipment 

Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 

QUALITY  OF  SERVICE 
i                      1  *  Low   5  ■  Average    10  ■  Excellent 

III     /     />/     1$  1       &  /<?  fa 

/$/*  /  *A  /  //  A  A  A  A 

//    A  <?/  ^  /*  A     A.? A  A  / ; 

Large 
Systems 

IBM  30SX 
BUR  B5900 
HON  OPS7 
UNI  90/60 
OEC-10 

■ 

Small 
Systems 

IBM  8100 
BUR  BS0O 
HON  DPS6 
H-P  3000 
Mf*n  coon 

Peripherals 

and 
Terminals 

Self 
explanatory 

-  •  

—  • — 

Data 

Commoot* 

Mqcwim 
Multiplexers 
Tech  Control 

@  Personal 
f  Computer 

Self 
explanatory 

»,  9\ford 
j*  Proc 

Self 
explanatory 

b> .  V 

St' 

E  Work 
P  Stations 

Self 
explanatory 

! 

0  PBAX 

Self 
explanatory 

0  — —  

U  Copier 
C  fax 

Self 
explanatory 

S  Other 

S  W  System 
n  A 

Self 
explanatory 

T  E  Applic 

Self 
explanatory 
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INPUT 


0 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS  YOUR  AULINGNESS  TO  PAY 
TO  AID  SERVICER  i     FOB  fcXTRA/IMPROVED 

SERVICE 
:None    2=Up  to  1%  basic  charge 
3=Upto5J4     4=10%  '5*15% 


Urge 
Systems 

Small 
Systems 

Peripherals 

and 
Terminals 

Data 

Communi- 
cations 

Personal 
Computer  0 

U 

f.i 

p 

/ 

Word  F 
Proc.  | 

I 

Work  £ 
Stations  5 
 —  P 

i 

PBAX  g 

« 

Copier  0 
Fax  y 

—  c 

Other  T 

System  SW 
OA 

F  R 

Applic.  T  E 

-313  - 

©1983  bv  INPUT.  ReDroduction  Prohibited. 


INPUT 


YOtSR 

RESPONSE 
TIME 
(in  Hours  from 
Istcsii) 


YOUR 

REPA'R 

TIME 
(in  Heurs  itm 


MAIN* 
TE  NANCE 
COVER- 
AGE 

(in  Shifts/ 


EQUIP- 
MENT 
USAGE 

(in  Shifts/ 
Weak) 


A 

1  V 

*  r  V. 

">  & 

|  i  [\  }j 

/b.o 

ho 

!,  0 

,  s  T 

1  ; 

f  .  1 

y 

\  ft 

S 
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IMPUT 


rif^-ni^iirMnwffiTrimiiiffi  " ""  ""  "'  '""  -rm^ww. 


USER  QUESTIONNAIRE 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Small 
Systems 


Peripherals 
2)  and 
Terminals 


Data 

Communi- 
cations 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Word 
Proc. 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


?lS  W  System 
^0  A  

ip  n 

T  E 


AppHc. 


Examples 


IBM  308 X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
DEC-10 


IEM8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modems 
Multiplexers 
Tech  Control 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
{if  different 
from  MfrJ 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant   5  °  Neutral    10  =  Very  Important 


YOUR 
SYSTEM 
AVAJ  LABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


mm- 

TE  NANCE 
COVER- 
AGE 

(in  Shifts/ 
Week) 


EQUIP- 
MENT 
USAGE 
(in  Shifts/ 
Week) 


hi 

U- 

7d 

7,3 

to 

TO 

17 

10 

0  ! 
0  >  !*r 

/  ? 

to  '-s 

°)  Z 

"7 

1 6 

7  r> 
/'  ^ 

"7  ■'• 

■ — > 

'  *o 
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,T,C 

IX 

),b 
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%  D 

/o-t 

?,  D 

7a 

7-  0 

9/a 

%x 

/''  :  & 
;  

< 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  =  Undesirable 
10  -  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwilling  10=Willing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 

1=None  2=Up  to  1%  basic  charge 
3=Upto5%      4=10%  '5=15% 


Large 
Systems 

'<  K 

7.  / 

/;  & 

?  ~ 

J,  r> 

/.  j 

I,  ) 

Li 

I.I 

/,U 

/•  • 

7,  c 

1.7 

/,  a, 

Small 
Systems 

AO 

— ,  ✓ 

wit  u 

H.C 

2$ 

3.c 

ho 

/■■  </ 

?/; 

j< 

Peripherals 

and 
Terminals 

Data 

Communi- 
cations 

Personal 
Computer  0 

Word  F 
Proc  | 

Work  \ 

Stations  £ 

  p 

PBAX  n 

Copier  D 
Fax  U 
  C 

Other  T 

Ib.b 

b.o 

U 

/•  G 

hi 

/.c 

/  L  & 

/fi.6 

System  S  W 
OA 

F  R 

Applic   T  E 

-313  - 

©1983  by  INPUT.  Reproduction  Prohibited. 


INPUT 


USER  QUESTIONNAIRE 


1983 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Small 
Systems 


Examples 


IBM  308 x 
BUR  BS900 
HON  0PS7 
UNI  SO/60 
DEC-10 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


0  Personal 
F  Computer 


C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Word 
Proc 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W  System 

0  A  

F  R 

T  E  Appiic. 


IBM  8100 
BUR  B800 
HON  DP56 
H-P  3000 
NCR  8200 


Self 
explanatory 


Manufact- 
urer of 
Your 

Equipment 


QUALITY  OF  SERVICE 
1 85  Low   5  ■  Averep    10  s*  EKeei 


Servicer 

•of  Your 
Equipment 
and 

Software 
(if  different 

from  RflfrJ 


Modamt 
Multiplanar* 
Tech  Control 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


7,o 


7,o 


-L 


L>.0 


/.  I. 


1.  fi 


9,6 
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17 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
f  8  »  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=UnwU!ifig  10=W«lling 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/iMPROVED 
SERVICE 
1=Nons    23Up  to  1%  basic  charge 
3=Upto5%     4=10%  '5=15% 


Systems 

?.  t 

a.v 

n\ 

iX 

-1  Y 

I 

/  i : \ 

IK  * 

Snail 
Systems 

is  r 

'I 

te.c 

Y.c 

!<  D 

/frt 

Si 

2.1 

a 

D 

/.o 

Id 

PtripsRsH 

nl 
Terminals 

Dita 

Coroautiu* 
crowni 

PersoEil 
Comov&v  0 

Wori  F 
Prcc.  | 

Work  § 
Stafoas  fc 

P 

PBAX  R 

.  0 

Copier  D 
Fm  U 

  c 

Other  T 

9,6 

9.1 

■*7  ft 
» (/ 

9.1 

Q  T 

•?,(■ 

System  SW 
OA 

F  R 

Apsfic  TE 
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INPUT 


f. 


IMPORTANCE  OF  SERVICE  ISSUES 
t **  Unimportant   5  s  NautraS    10  s  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 

(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


COV^S- 

AG-, 
(in  Shifts/ 

Wnk) 


MENT 
USAGE 

(in  Shifts/ 
Week) 


k  r 

if  h 

^  -h 

"J  p 

i.c 

;/.D 

r 

-3.  L 

3 .  L 

/.£ 

Ac 

r 

y  ( 

-;,  i- 
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i  \ 

1  1  V 

u 

/ 

!  t 

i  » 

),  0 

U 

7  t 

| 

^,t! 

S 

s  r 

~i  fi- 
ll V 

USER  QUESTIONNAIRE 


1983 


FIELD  SERVICE  SURVEY  -  USERS 


•• 

Product 
Classification 

Examples 

Manufact- 
urer of 
Your 
Equipment 

Servicer 
•of  Your 

Eniiinmpnf 

and 
Software 
(if  diffeitsnt 
from  MlrJ 

QUALITY  OF  SERVICE 

1 55  Lew  §  *  Average   W  31  Excellent 

///  A   if  A*  /  A  A*  /of 
■  A*  A*  /  *///.  A  A*  A"  //  A 

/*/*/  i/t/S  /fJi/im  $  / 

///#  /J&f/ft/fj/i/ffffi 

Large 
Systems 

IBM  30SX 
BUR  BS900 
HON  OPS7 
UNI  90/60 
DEC-10 

Small 
Systems 

IBM  8100 
m  id  conn 

HON  OPS6 
H-P 3000 
NCR  82UQ 

• 

™— — — — 

Peripherals 
S  and 
Terminals 

Self 
explanatory 

/o.o 

/D.C 

Data 

Communi* 
cations 

Modems 

Multiplexers 
Tech  Control 

0  Personal 
f  Computer 

Self 
explanatory 

F  Word 
j»  Proc. 

Self 
explanatory 

E  Work 
p  Stations 

Self 
explanatory 

0  PBAX 

Self 
explanatory 

D  —  

U  Copier 

C  fax 

Self 
explanatory 

S  Other 

S  W  System 
n  A 

Self 
explanatory 

F  R    „  , 
T  E  Applic- 

Self 
explanatory 

■ 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1 »  Undesirable 
Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1 -Unwilling  10=Wi!iing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  Up  to  VA  basic  charge 
3=Upto5%     4=10%  '5=15% 


Urge 
System 

Small 
Systems 

iix 

At 

/b.D 

Go.l 

Vv.i 

to 

6.0 

Peripherals 

and 
Terminal* 

Data 

Cammum- 
cttions 

Personal 
Computer  0 

Word  F 
Proc  | 

Work  § 
Static  « 

PBAX  R 
n 

Copier  D 
Foa  U 
  c 

Other  T 

System  SW 

3  A 

F  R 

AppJic  T  E 
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INPUT 


5< 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  U«?™per?}?nt   i  s  pifytrei   10"  Vary  Imports* 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 


litcaJIJ 


YOUR 
REPAIR 
TIME 

{is  Hears  from 
arrival) 


MAIN* 

TE  NANCE    E  QUIP- 


COVER 
AGE 

(is  Shifts/ 
Week) 


.VENT 
USAGE 
{in  Shift:/ 
Week) 


1,1 

iX 

'OX 

ru 

1 . 

i    W  i  - 

),0 

i  ^ 

ll  V 

)  i  0 

.1 1) 

\ 

/ .  I 

i 

;  t  .1 

? :;  * 

; 

1 

- 

i 
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INPUT 


USER  QUESTIONNAIRE 


/4  ? 


FIELD  SERVICE  SURVEY  -  USERS 
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INPUT 


YOUR  DESIRE  FOR 
.  DIFFERENT 
CONTRACTS 
1  s  Undesirable 
10  ■  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
VOU  RECEIVED 
DISCOUNT 
t=Onwi!ling  tr>Wil!ing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 

SERVICE 
None    2-Up  to  VA  basic  charge 
Up  to  5%      4»103t  5=15% 
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INPUT 


r 

0': 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant   5  s  Neutral    10  =  Very  Important 


YOUR 
RESPONSE 
TIME 

(in  ISotsrs  from 


YOUR 
REPAIR 
TIME 

(in  Hours  trw 


MAIN- 

TENANCE 

EQUIP- 

COVER- 

MENT 

ARE 

USAGE 

(in i  Snifts/ 

(in  Shifts/ 

'f,  7 

3.7 

bit) 

1.2 

?  n 
J>»  / 

!  ^ 

-<  t  0 

K  f 

-4  7 

i  -•. 

/  •'  u 

I  r 

/    '  V 

/ 

/•  < 
>  *  ~j 

t  .  > 

:  Ui  v 

-A 

1 

! 

■ . 


USER  QUESTIONNAIRE 


1983 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


.vx  Large 
Systems 


Small 
Systems 


Peripherals 
'  \  and 
'  J  Terminals 


v  GontmBin* 

'  CatJiiflS 


0 
F 
F 

\l 
C 
E 
P 
R 
0 
0 
U 
C 
T 
S 


Personal 
Computer 


Word 
Proc. 


Work 

Stations 


PBAX 


Copier 
fax 


Other 


\  S  W  System 
'  OA  

FR     *  . 
,  T  E  Apphc 


Examples 


IBM  308X 
BUR  85900 
HON  0PS7 
UNI  90/60 
OEC-10 


IBM  8100 

BUR  BSOO 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modem* 
Multiplexers 
Tech  Control 


Self 
explanatory 


Self 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 

Equipment 


QUALITY  OF  SERVICE 
1 »  Low  5  ■  Average   10  =  Excellent 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


.? 


It 


7.u 


to 


5,0 


9,0 


7,0 


/,  0 


',0 


7,  D 


L.D 


7.5 


7J 


5.3 


AD 


J  i  u 


7,0 


fp. 


>U 


5.  4 


7,5 


8.D 


,0 


7,6 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  3  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS  YOUR  WILLINfiNFSS  TO  PAY 
TO  AIO  SERVICER       FOR  EXTRA/IMPROVED 


in 

0 

5.7 

7/ 
A  5 

Q  t 

o .  / 

Id  ») 

"7  i 

•> 

-7  ^ 

/  • ,  V 

CO)  f 

0.7 
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i;*  1  v 
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Systems 

iCiO 

0 
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Oj  0 

7,6 
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2, 0 

•  1  ► 

t  ' 

Small 
Systems 

\>  -. 

Si  '■> 
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6,  / 

77 
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L/,3 

Ll 

A3 
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70.3 

<- ,  I" 
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U 
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Peripherals 

and 
Terminals 

fa  >> 
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^0 

id 

Data 
Communi- 
cations 

Personal 
Computer  0 
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Word  F 
Proc  1 

Work  ? 
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INPUT 


0' 


IMPORTANCE  OF  SERVICE  ISSUES 
1  *  Unimportant   S  »  Neutral    10  -  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
IstcaH) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


COVER- 
AGE 
(in  Shirts/ 
Ws««) 


MENT 
USAGE 

(in  Shifts/ 
Week) 


"1  *" 

4? 

3.b 

5,9 

o  * 
So 

S.D 

7J 

1 

ZD 

--*>  >  w 

"5  ) 

■41 

f  c 

A/ 

7,  U 

U] 

1  4 

L\» 

1  -> 

/ic 

Am 

7,b 

/,  0 

&> 

u 

?,D 

i  D 

)  r» 
k  0 

1,0 

1.0 

Id 

— 

f  h 

to  <  u 

7,0 

1,% 

-hi 

3.0 

So 

7,0 

?  < 
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-<o 

7  "i 
o,/ 

!  -7 

/r 

*<« 

7.1 

7,0 

b,t 

/.  0. 

t»  D 

/ 

Ad 

1,0 
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i>  .0 

-?o' 
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^0 
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\  (' 

s'd 

1,1) 
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»,o 
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/,o 

1,0 

3 : 

/t,G 

lb.1 

/ 

ir.r 
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*j , 

■'.  0 

/■  D 

A  0 

I  I 

I I  V 

A  f. 

^  /• 
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It 



/ 

i  0, 0 
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),  b 
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!  i  U 

Ad 

lb 
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/ 

'9.0 

/■>.! 

USER  QUESTIONNAIRE 


1983 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
)  Systems 


i\  Small 
~>j  Systems 


Peripherals 

/  A  and 
-  -*  Terminals 


Data 

Communi- 
cations 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Word 
Proc. 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


^SW  System 
OA  


F  R 

P  T  E  Apphc 


Examples 


IBM  30SX 
BUR  35900 
HON  OPS7 
UNI  90/60 
DEC-10 


IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modems 
Multiplexers 
Tech  Control 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Servicer 

of  Your 
Equipment 
and 

Software 
(if  different 

from  MfrJ 


QUALITY  OF  SERVICE 
1  =  Low   5  =  Average    10  =  Excellent 


7  IS 


/  ft 


P  r\ 
3  ■  0 


y  v 
d .  0 


5.7 


v  r 

0  i  1/ 


i-  >-> 


7  0 


•7.t 


A  u 


J  ' 


5,0 


7D 


7.< 


/  & 


1  r 
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YOUR  DEStRE  FOR      YOUR  WILLINGNESS   YOUR  WILLINGNESS  TO  PAY 


DIFFERENT 
CONTRACTS 
1  =  Undesirable 
10  =  Very  Oesirable 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
1=UnwiUirtg  10=Willirtg 


FOR  EXTRA/IMPROVED 
SERVICE 
t=None    2=Up  to  1%  basic  charge 
3=Upto5%     4=10%  '5=15% 


U 

J  A- 

l.\ 

i 

'/t 

7,5 

1     p  ^ 

9  n 

<  n 

'  & 

0  *** 

Large 

Systems 

?.7 
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Small 
Systems 
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Communi- 
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Computer  O 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1 ■  Unimportant   5  3  Neutral    10s  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


COVER- 
AGE 

(in  Shifts/ 
Week) 


MENT 
USAGE 

(in  Shifts/ 
Week) 


,  v 

7,  ii 

/D.C 

?\\ 

^  .  V 

S  , 

i    !  / 

1  0 

1  ^ 
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t>  r, 
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, 

7.0 

'  A  f 

j  *  * 

V 

■ 

»*i 

),0 

).D 

i 

i.U 

ZD 

A  u 

/  n 

;/.  d 

>  •* 

7 

• J\  ' 

^  f; 

V,!} 

),  0 

i  _  f, 

l,o 

1.  D 

\  ,\ 

0  l 

/  n 

f 

^ .  D 

//  >: 

•>'.! 

At 

? 

Ad 

AO 

1  V 

!  * 

/'  v 

U 

j  . 

o 

/D|5 

b .  I-1 

Co 

7 1 

!.v 

U 

J.D 

'?    1  ! 

2 1) 

1 1 

5,0 

b't) 
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INPUT 


USER  QUESTIONNAIRE 


V"  \ 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


Large 
Systems 


Small 
Systems 


Peripherals 
)  and 
Terminals 


Data 

>  Communi- 
'S  cations 


Personal 
Computer 


Word 
Proc 


Work 
Stations 


PBAX 


Copier 
fax 


Other 


S  W 
0  A. 
F  R 
TE 


System 


Applic. 


Examples 


IBM  308X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
DEC -10 


IBM8:00 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Serf 
explanatory 


Modem* 
Multiplexers 
Tech  Control 


Self 
explanatory 


Self 
explan^iory 


Self 
axplerntory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Services 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


1$ 


7. 


74 


7.  ft 


>  > 


?  > 


\>0 
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INPUT 


YOUR  DESIRE  FOR 
.  DIFFERENT 
CONTRACTS 
1  a  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

= Unwilling  10=Wi!iing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  Up  to  1%  basic  charge 
3=Upto5%     4=10%  '5=15% 


- 

Large 

Systems 

Smalt 
Systems 

/J 

Peripherals 

and 
Terminals 

u 

!).D 

SO 

/.C 

-A  U' 

'J.O 

/  n 

/  1  V 

Data 

Communi- 
cations 

Personal 
Computer-  0 

Word  F 
Proc  1 

Work  9 
Stations  ± 

-   P 

PBAX  j) 

t&plsn  D 
 c 

Other  T 

System  SW 

F  R 

Applic  T  E 
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INPUT 


r 

0 


YOUR 
RESPONSE 
TIME 
(in  Hours  frgrn 
1st  call} 


YOUR 
REPAIR 
TIME 

(in  Hours  from 
arrival) 


MAIfe 

TE  NANCE 
COVER- 
AGE 

(in  Shifts/ 
S»»r) 


EQUIP- 
MENT 
USAGE 
(in  Shifts/ 
Week) 


• 

* 

Ac 

tot 

• 

ho 

1  ■■ 

i    ■  - 

/•  0 

/.-  1/ 

h  0 

u 

J.O 

J.  » 

—  ■ 

-312  - 

©1983  by  INPUT.  Reproduction  Prohibited. 


USER  QUESTIONNAIRE 


1983 


FIELD  SERVICE  SURVEY  -  USERS 


QUALITY  OF  SERVICE 
t 55  low  5  »  Averago    tO«  Excellent 


-3II- 
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YOUR  OES1RE  FOB 
.  DIFFERENT 
CONTRACTS 
1  •  Undent  ebte 
V«ry  Onirabit 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1'Noim    ^Up  to  }°/« basic charM 


t 

SrnaB 
Syttstnt 

Peripherals 

sad 
Terminth 

D»ti 

Co^*"^tr  0 

— 1_ 

\ 

Wort  F 
Prcc  1 

Work  £ 

StttioiM  * 

P8AX  g 

Copm  0 
Fax  U 

 —   C 

Systvnt  S  W 
1  OA 

FR 

AppUe.  T  E 

-313- 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant  5  -  Neutral   10  -  Vary  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(iaPtrctnt) 


YOUR 

RESPONSE 
TIME 
{in  Hours  from 
ttteaU} 


YOUR 

REPAIR  JCCV6R- 
TIME  AGS 
(in  Hours  r*c«  I  (in  Smits/ 
arrival*  I 


MAIN- 
TENANCE EQUIP- 
MENT I 
USAGE  I 

{in  Shifts?! 


Wetki 


•  ■ 

• 

i 

* 

• 

I 

! 

*  1  'Jv&Fi 
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INPUT 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Small 
Systems 


Examples 


IBM  308X 

BUR  B5SOO 
HON  OPS? 
UNI90/&O 
DEC-IS 


Manufact* 

Ufei  0$ 

Your 
Equipment 


Peripherals 
and 
■ '  Tetminats 


Data 

)  Common** 
cations 


0 
F 
F 
I 

C 
E 
? 
R 
0 
D 
U 

c 

T 

S 


Personal 
Computer 


Word 
Proc 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


System 


S  W 

OA.  

T  E  Apphc 


IBM  8100 
BUR  BSOO 
HON  DPS6 
H-P3000 
NCR  8200 


explanatory 


Modems 
Multiplexers 
Ted)  Control 


Self 

explanatory 


Self 
explanatory 


SaH 
explanatory 


Sail 

explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfO 


QUALITY  OF  SERVICE 
1 »  Low   5  *  Average    1 0  ■  Excellent 


7,0 


7."o 


^0 


L.2 


hi 


15 


5,7 


7.0 


P.  3 


7.C 


to 
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INPUT 


YOUR  DESIRE  FOR 
.  DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  ■  Very  Desirable 


YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
1*Unwtllin9  10=Willing 


FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  U p  to  1%  basic  charge 
3=Upto5%      4=10%  '5=15% 


Urge 
Systems 

Small 
Systems 

8.3 

7/7 

Q  r 

IX 

U 

7.2 

1.7 

97.7 

m 

m 

!  i 

n 

16 

'V.t 

m 

Peripherals 
and 

Terrains?* 

Data 

Communi- 
cations 

Persons}  ft 
Computar  U 

i 

i 

Word  F 
Proc  | 

I 

\    Work  k 
S  Stations  * 

1 

PBAX  R 

....  0 

Copier  0 
Fax  U 

 c 

 T 

! 

Other  T 

System  S  W 
0  A 

F  R 

Anplic.  T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant   S  *  Neutral    10  s  Very  Important 


YOUR 

RESPONSE 
TIME 

(in  Hours  from 
1st  cs«) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN* 

TE  NANCE    E  QUIP- 


COVER 
AHE 

(in  Snifts/ 


MENT 
USAGE 

(in  Shifts/ 
Week) 
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I^PUT 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


• 

Product 
Classification 

Examples 

Manufact- 
urer of 
Your 
Equipment 

Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 

QUALITY  OF  SERVICE 
1  s  Low   5  "Average    10  =£  teeilent 

/#/     /     ///     />  / 

/////        /#  /# Ms/i  Is  / 

/*7»M'W/## 

/i/f/Mf/fi/mi/MMMi, 

Large 
Systems 

IBM  30SX 
BUB  859^*1 
HON  OPS/ 
UNI  90/60 
PEC-10 

Small 
Systems 

IBM  8100 
BUR  8800 
HON  DPS6 
H-P  3000 
NCR  8200 

Peripherals 

and 
Terminals 

S*tf 
explanatory 

Uaa 
Communt- 
cations 

Modsm 
Mult*'  •**»» 
Tech  ventre) 

0  Person** 

V                                    lif^     ■!    II    —    111    ■    I    ft    ■  ■ 

f  Lompfater 

Self 

•xptonvtory 

— 

f  Word 
j»  Proc. 

Salt 
expi*n*tory 

Hi 

&  r 

E  Work 
p  Stations 

S«H 
explanatory 

0  PBAX 

Sail 
explanatory 

U  Copier 
C  fax 

Sail 
explanatory 

S  Other 

S  W  System 
OA 

Self 
explanatory 

FR 

T  E  Applie. 

Self 
explanatory 
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INPUT 


YOUR  DESIRE  FOB 
.  DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  ■  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECElVEO 
DISCOUNT 

1=Unwii!ing  HHNiliing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1-None    2=Up  Jo  1%  basic  charge 
3=Up  to  5%     4-10%  5=15% 


Large 

Systems 

Small 
Systems 

Peripheral* 

and 
Terminals 

Data 

Communi- 
cations 

Person** 

it 

to 

7.0 

1 0 

3D,* 

/,p 

1  r 

M 

Vtord  F 
Free.  | 

Work  £ 
Stations  r 

i 

  P 

PBAX  R 

i 

Copier  D 
Fax  U 
 ■  C 

> 

Other  T 

Systtm  S  W 
OA 

F  R 

Applic  T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant  5  "  Neutral   10  s  Very  Impa-tanf 


YOUR 
SYSTEM 
AVAILABILITY 
(in  Pei  cent) 


YOUR 
RESPONSE 
TIME 

(in  Hount  from 
1st  sail) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
AO  E 

(in  Shifts/ 
Wiik} 


EQUIP- 
MENT 
USAGE 

(in  Shifts/ 
Week) 


• 

u 

>; 

7  r 

M 

/■  D 

-1  *\ 

;,o 

I 

I 
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USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Ctasstfieation 


Large 

Systems 


Small 
Systems 


Peripherals 
and 

Terminals 


Data 

Communi' 
cations 


Examples 


1BM30SX 
BUR  BS9O0 
HON  DPS7 
UNI  90/80 
DEC-10 


IBM  8100 
BUR  esoo 
HON  DP?" 
H—P300O 
NCR  8200 


Self 
explanatory 


MuUipJexers 
Tech  Control 


Manufact- 
urer of 
Your 
Equipment 


Person^ 
Computer 


Word 
Proc. 


Work 
Stations 


PBAX 


Copier 
Fix 


Other 


System 


S  W 

0  A_ 
F  R 

T  E  Applic 


Self 
explanatory 


Setf 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Servicer 
•of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
t  »  Low  5  ■  Average   10  s  Excellent 


6t> 


S.0 


70 


7.o 


V.'c 


la.O 


to 


fa 


1.0 


(to 


1.0 


7-o 


7.0 


LD 


to 


to 


7.0 


7,0 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  ■  Undesirable 
10  s  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECtlVEO 
DISCOUNT 

t=UnwiUing  1843/iOsng 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to  1%  basic  chs? 
3=Upto5%     4=10%     5=?i  m 


— 

Urge 
Systems 

IX 

f 

^  i  D 

j.r 

A.  IS 

/  T 

■  V- 

!  _ 

: 

Small 
Systems 

Itx 

7.1 

b.C 

/* 

if.D 

/■  f> 

•'  D.U 

1.0 

Peripherals 

and 
Terminals 

Dais 
Communi- 
cations 

Persona! 
Computer  0 

Word  F 
Pree.  1 

Work  | 
Stations  6 

-  P 

PBAX  R 

n 

Copier  & 
Fm  9 

1 

Other  T 

it 

>  (; 

At 

P  ft 

ri  * 

) 

£  D 

£,  h 

•  0 

System  SW 
OA 

F  R 

Apple.  TE 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
f  -  Unimportant   5  *  Nautrai   10  s  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  tall} 


YOUR 
REPAIR 
TIME 
On  Hours  from 
arrival) 


MAIM- 

T£  NANCE  EQUIP* 

COVER-  MENT 

AGE  USAGE 

(in  Shifts/  (in  Shifts/ 

W*ek)  Week) 


— 

7.  U 

hi 

6.S 

s 

*\  f- 

'a/  I' 

7  h 

/  ; 

/  !'; 

/'  0 

- 

r  k 

9* 

0  »  ir' 

f 

J  .  Is 

/ 

J  -  ^ 

N  ' 

■  *\  , 

/  . 

r. 

l,v 

hp 

5?  / 

/ 

0 

s 

f 

/  .\ 
J  .  ; 

s?  r. 

/  J  > 

I  n 

1  A 

?  -  u 

Lc 

"7.  i 

?/)/ 

s  J; 

/ 

•> .  D 

70 
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INPUT 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Small 


)  Systems 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


Personal 
Computer 


Word 

Proc. 


Examples 


IBM  308 X 
BUR  B5900 
HON  0PS7 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modern! 
Multiplexers 
Tech  Control 


Sell 
explanatory 


Self 
explanatory 


Work 
Stations 


PBAX 


Copier 
fax 


Other 


S  W  System 

OA  

F  R 

T  E  Apphc 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  »  lew   5  v  Average    10  =  Excellent 


HQ 


-  3 1 !  - 
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YOUR  DES5P.E  FOR 
.  DIFFERENT 
CONTRACTS 
I  -  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
1=Unwi!!irsg  tCMflfilling 


FOR  EXTHA/IMPROVED 
SERVICE 
1=None    2~Up  to  1%  basic  charge 
3=Upto5%     4=10%  5=15% 
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INPUT 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Examples 


Manufact- 
urer of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  3  Low   5  K  Average    10  ■  Excellent 


Largs 
Systems 


IBM  308X 
BUR  B5SOO 
HON  OPS7 
UNI  90/60 
D  EC-HO 


Small 
Systems 


IBM  8100 

BUR  BSOO 
HON  Df-SS 
H-P300O 
NCR  8200 


Peripherals 

and 
Terminals 


SeH 
explanatory 


Data 

'j  Communi- 


cations 


Multiplexer* 
Tech  Control 


Parsonal 
Computar 


s«if 


Word 
Proc. 


Self 
explanatory 


Lb 


S>  0 


so .  v 


Work 

Stations 


s«if 

explanatory 


PBAX 


Self 
explanatory 


Copier 
fax 


Self 
explanatory 


Other 


S  W  System 
OA  

FR    -  . 

T  E  Apphc 


Self 
explanatory 


Self 
explanatory 
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YOUR  DESIRE  FOR 
.  DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICE 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwiiltng  Htt/Villing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  Up  to  1%  basic  charts 
3=  Up  to  5%     4-10%  '5=1i»j4 


PRICING 


OX 


(it 


r/,o 


7b,b 


u.t 


A  4 


5.0 


Largs 
Systems 


Small 
Systems 


Peripherals 

■nd 
Terminals 


Data 

Communi- 
cations 


Personal 
Computer 


Word 

fee. 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


System  $  W 

 OA 

F  R 

Applic  T  E 
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INPUT 


YDUR 
RESPONSE 
TIME 

(in  Hours  from 
1ii  vsli} 


YOUR 
REPAIR 
TIME 

(in  Hours  from 
arrival) 


MAIN* 

TE  NANCE  EQUIP- 

COVER-  MENT  I 

AHE  USAGE 

(inbmfts/  (in  Shifts/! 

Waakj  Week) 


— 

* 

1 

1 

t 

■  • 

Ac 

'0.0 

I0,t 

/  f  ^  r 

Zv 

-3,2- 
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INPUT 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 

Examples 

[ 

Manufact- 
urer of 
Your 
Equipment 

Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 

QUALITY  OF  SERVICE 
1  =  Low   5=  Average   10=  Excellent 

If/     /     /  &  /     /-    /     A  A*  / 
J  §  /     /     /  *  /     /#  /       s   IS  /«& 

/$/S  A  */  £  A  A     A  ,?  A  A  / ; 

/  $  /  g       -t?  /•£$/*$/  x?  /$£/J?s/$g/  # 

/ c> / a*v t  A-v  v  ^ /  «v  *°' *  y 

Large 
Systems 

IBM  308 X 
BUR  B590O 
HON  0PS7 
UN  I  90/60 
DEC-10 

-,  Small 
)  Systems 

IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  6200 

f  i 

I/O 

Peripherals 
\  and 
^  Terminals 

Self 
explanatory 

S.o 

7o 

A  c 

if 

/  - 

7p 

Data 

Communi* 
cations 

Moderns 
Multiplexers 
Tech  Control 

0  Personal 
F  Computer 

Self 
explanatory 

f  Word 
r  Proc. 

Self 

explanatory 

t )  * 

7; 

E  Work 
P  Stations 

Self 
explanatory 

0  PBAX 
D  —  

Self 
explanatory 

U  Copier 
C  Fax 

Self 
explanatory 

T 

S  Other 

S  W  System 
0  A 

Self 
explanatory 

F  R 

T  E  Applic. 

Self 
explanatory 

j 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  =  Undesirable 
10  =  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwi!ling  10=Willing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2- Up  to  1%  basic  charge 
3=Upto5%      4=10%  '5=15% 


Large 

oysienis 

Small 
Systems 

Peripherals 

and 
Terminals 

Data 
Communi- 
cations 

Personal 
Computer  0 

?-.v 

l.?x 

<~>,\ 

!  T 

i  t), 

?  n 

).  is 

r* 

/,0 

Word  F 
Proc.  I 

Work  £ 
Stations  5 

  P 

PBAX  R 

Copier  D 
Fax  U 
  C 

Other  T 

System  S  W 
OA 

F  R 

Applic   T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  *  Unimportant   5  =  Neutral    10  s  Very  Important 


YOUR 

SYSTEM 
AVAILABLY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
AGE 

(in  Snifts/ 
Weak) 


EOUSP- 

mmi 

USAGE 
(in  Shifts/ 
Week) 


" 

— — 

r  — 



■ 

1,0 

/  b 

!,  o 

/.I) 
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input 

^^^^^^^^^^^^^ 


USER  QUESTIONNAIRE 


INPUT 


1983  81  Ml  B    FIELD  SERVICE  SURVEY  —  USERS 


Product 
Classification 


large 
Systems 


Smalt 
Systems 


Examples 


IBM  3CSX 

bur  essr-i 

HON  OPS' 
UNI  90/60 
DEC-10 


IBM  8100 
BUR  BSOO 
HON  OPS8 
H-P3000 
NCR  8200 


urer  uf 
Your 
Equipment 


Servicer 

of  Your 
Equipment 
and 

Software 
(if  different 

from  MfrJ 


QUALITY  OF  SERVICE 
t  *  tow   S  «  Average    10  «  £  ted!ent 


Peripherals 

and 
Terminals 


•spttMtsry 


Data  m 
Corn  muni- 
cations 


Mult*r»«»ra 

T»ch  Control 


Word 
Proc 


'0  PeiTOfvM 
t  Comp»u>r 

If  ~ " 
C 
lE 

i 

c 


Sadl 

oxplan*<ery 


SoH 
•xpianatory 


Work 

Stations 


s«tt 
•xptwistory 


PBAX 


explanatory 


Copier 


S*lf 

frxplKMtOry 


Other 


S  W 
OA. 
SF  R 
fi 


System 


Applic 


Srlf 
explanatory 


7,0 


7  0 


7.0 
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INPUT 


YOUR  DESIRE  FOR 
.  DIFFERENT 
CONTRACTS 
l-»  Undesirable 
10  »  V«y  Dnirafal* 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1RNoi»    ZBUp  la  \% basic cWgs 
3*Ujita5*     4-10%  '5»15X 


PRICING 


larg* 

Systems 

— 

SflisH 

Peripheral* 

and 
Torminth 

Oat* 

Cotnmum- 
cations 

Ps»0fl*4 

5  .V) 

fit 

Word  F 
Proc  | 

Work  £ 
Stations  £ 

— —  ■  P 

PBAX  R 

n 

Coptw  D 

Fax  « 

 .   c 

Otft**  T 

%sr«rf8   S  W 
 0  A 

FR 

Apolic  T  E 
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IMP!  IT 


I 

I 


IMPORTANCE  OF  SERVICE  JSSUE* 
1  ■  Unimportant   5=  Neutral   10*  Very  fo. patent 


YOUR 

SYSTEM 
AVAILABILITY 
(raPermt) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
IstcaJl) 


YOUR 
REPAIR 
TIME 

(in  Hours  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
ARE 

(in  Shirts/ 
Waak) 


EQUIP 
MENT 
USAGE 
(in  Shifts/ 
Weak) 


— 

• 

• 

• 

■ 

1 

• 

1 

i 
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USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Small 
Systems 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


0 

F 

F 

I 

C 

E 

P 

R 

0 

D 

U 

C 

T 

S 


Personal 
Computer 


Word 
Proc. 


Work 
St»t«ons 


PBAX 


Copier 
Fax 


Other 


S  W  System 
OA  

F  R  » 

T  E  Applic. 


Examples 


IBM  308 X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
DEC-10 


IBM  8100 
BUR  B300 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modems 

Multiplexers 
Tech  Control 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1  -  Low   5  =  Average   10  -  Excellent 


kSi  0 


70 


\ ,  u 


7,1' 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  =  Undesirable 
10  s  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwilling  10=WtUing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to  1%  basic  charge 
3=Upto5%      4=10%  '5=15% 


t 

Large 

i- ... 

Small 
Systems 

Peripherals 
*  and 
Terminals 

Data 

Communi- 
cations 

Personal 
Computer  0 

Word  F 
Proc.  | 

Work  § 
Stations  E 

  P 

*»BAX  R 
...     0 

Copier  D 
Fax  U 
  C 

Other  T 

System  S  W 
OA 

F  R 

Applic   T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  «  Unimportant   5  =  Neutral    tO  =  Very  important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 

(in  Hours  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
AGE 
(in  Shifts/ 
Week) 


IQtSiP- 
MENT 

USAGE 
(in  Shifts/ 
Week) 
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INPUT 


USER  QUESTIONNAIRE 


v 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Examples 


Small 
Systems 


Peripherals 

and 
Terminals 


Data 

;\  Communi- 
cations 


Word 
Proc. 


0  Personal 
F  Computer 
F 
I 
C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


IBM  308X 
BUR  B5900 
HON  OPS7 
UNI  90/60 
DEC-HQ 


IBM8tOO 
BUR  B800 
HON  DPS6 
H--P3000 
NCR  8200 


Self 
explanatory 


Manufact* 
urer  of 
Your 
Equipment 


QUALITY  OF  SERVICE 
1 »  Low   5  ■  Average    10  *  Excellent 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  hiit) 


Multiplexers 
Tech  Control 


Sell 

explanatory 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W  System 

OA  

F  R 

T  E  Applic 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


f    \  I  / 


£,0 


< 


L.D 


b.5 
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INPUT 


YOUR  DESIRE  FOR 
.  DIFFERENT 
CONTRACTS 
1  3  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS   YOUR  WILLINGNESS  TO  PAY 


— — 

:  1 

Large 

Systems 

Small 
Systems 

Peripherals 

and 
Terminals 

V  h 

u 

K 

L.c 

&c 

U 

A3 

0  i 
■ — >  i  a 

Data 

Communis 
cations 

Personal 
Computer  0 

Word  F 
Proc  1 

Work  9 
Stations  * 

PBAX  R 

Copier  0 
Fax  JJ 

I    mm  T 

:  

i>Vst«rn  S  W 
OA 

F  R 

Applie.  T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  *  Unimportant   5  =  Neutral    10s  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 

RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


COVER 
AHE 

(in  Shifts/ 


MENT 
USAGE 
(in  Shifts/ 
Week) 


/;.b 

ho 

J  c 

ho 

K  0 

ij. 

i,V 

),  i 

k  U 

At) 

>  * 

f 

V 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Small 
Systems 


Peripherals 

ami 
Terminals 


D 


Data 
Communi- 
cations 


Personal 
Computer 


Word 
Proc. 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W  System 

0  A  , 

F  R 

T  E  Applic 


Examples 


IBM  303 X 
BUR  85900 
HON  0PS7 
UNI  90/60 
DEC-10 


IBM8100 
BUR  B8C0 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modems 
Multiplexers 
Tech  Control 


Self 
explanatory 


S*lf 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Sell 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


QUALITY  OF  SERVICE 
1  s  Low   5  ■  Average    10  ■  Excellent 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


I.  o 


,2 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  ■  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwiliing  KHflfeliing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to  1  V»  basic  charge 
3=Upto5%      4=10%  '5=15% 


Systems 


Systems 


Peripherals 

and 
Terminals 


7.0 


^0 


17 


in 


lJ"  i 


as 


7< 


Dan 
Communi- 
cations 


Personal 
Computer 


0 
¥ 
¥ 
0 

C 

E 
P 

o 

D 
U 
C 
¥ 


Ward 
Prte. 


Work 
Stations 


PBAX 


_  JFgx__ 
Other 


System  S  W 

 _OA 

 PR 

Appltc  T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant   5  3  Neutral    10  =  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call} 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival} 


MAIN- 
TENANCE 
COVER- 
AGE 

(in  Shifts/ 


IE0SP. 
MENT 
USAGE 

(in  Shifts/ 


• 



7  C 

£".0 

7,0 

I  { 

trS 

!p,o 

A3 

.X'  o 

2  "6 

7,1 

3  £ 

7  J 

'"7  Q 
/■ *• 

\ 

1  . 

T 
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USER  QUESTIONNAIRE 


1983 


INPUT, 


ELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


,,\  Large 
j  \  Systems 


x  Small 
y  Systems 


Peripherals 


Terminals 


Data 

Communi- 
cations 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Word 
Proc. 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W  System 

0  A  

F  R 

)  T  E  Applic 


Examples 


IBM  30SX 
BUR  B59O0 
HON  DPS7 
UNI  90/60 
DEC-10 


IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modems 
Multiplexers 
Tech  Control 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  Mfr.) 


QUALITY  OF  SERVICE 

1  =  low   5  *  Average   10  =  Excellent 


'J 


i,3 


E>  0 


1 


0 


7.* 


l.o 


*1  > 

AO 


£3 


5.0 


J 


(c.O 


6. 


3i> 


\.0 


U 


,3 


7,  B 


t..t 


s  ft 


5  0 


V,3 


,3 


U  O 


4 


Z3 


5.0 


-311  - 

©1983  by  INPUT.  Reproduction  Prohibited. 


IMPORTANCE  OF  SERVICE  ISSUES 
1  *  Unimportant   5  -  Neutral    10  =  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


mvm 

AGE 

(in  Shifts/ 


(WENT 
USAGE 
(in  Shifts/ 
Week) 


%\ 

9,3 

I  ry 

7,? 

U 

in 

7  s 

0  ^  - 
76,  C 

7/,  3 

-2,'D 

0;t 

1  5 

M 

r  <? 

t.3 

LZ 

5,0 

M 

s 

5.0 

5 ,  C 

.  L 

t/  ? 
•I  y 

io 

0  h 

-•(: 

*>,  5 

-  ., 

lo 

'  '  O 

>  ,. 

7,  & 

to 

:  v  r  / 

/  <-) 
■  •  / 

-  ,  ✓ 

— >  < 

f.  b 

— i  y 

1 1 v 

.<  *. 

'J  i  »v 

.>  > 

u 

f.6 

Lo 

97.  t 

%< 

/,< 

1 

.  0 

2  D 

/ 

i.  >'', 

J*  j 

7.  o 

Lo 

jB.t 

/ 

S  ,  I, 

S  -  0 

/rtv 

Ci  .> 

U 

Ju 

)u 

in 

It).! 

**'  r 

/d.o 

/ 

>.  0 

/ 

S  c 

99  * 

M 

'. ',, ' . 

fro 

/  f ,  z 

/M 

/M 

1A 

1.6 

u 

5;  C 

/M 

in 

6/  v 

7^6 

7P.ts 

i.6 

7.^ 

~»  y* 
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YOUR  OESIrtE  FOR 
DIFFERENT 
CONTRACTS 
1  =  Undesirable 
10  =  Very  Desirable 


YOUR  WILLINGNESS   YOUR  WILLINGNESS  TO  PAY 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
I^Unwilling  10=Willtng 


FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  Up  to  1%  basic  charge 
3=Upto5%      4=10%  '5-15% 


1    '    »  r 

7. .: 

-> 

/•,  'J 

a.  i 

P.  7 

<.'/' 

<  < 

'.'< ',' 

V.  7 

•- 

£  < 

V.t 

fa 

S.o 

Luge 
Systems 

f,  L 

^/  •  o 

|r,r. 

!  T  « 
'  v  '  V' 

! »  t- 

l.o 

,  . 

i.  r 

3,i 

i  r,  f~ 

7e 

)D.t 

Uo 

Small 
Systems 

<j  i  ^  - 

I  o 

Ci  ' 

J,  D 

2.1 

n  <-- 
• 

tf 

—>•,.-> 

l~  fs 

Peripherals 

and 
Tarminals 

2  f) 

?«£> 

'  «<" 

J  6 

I 

/,  0 

/.I 

?.£ 

/  / 

Data 

Communi- 
cations 



Personal 
Computer  0 

Word  F 
Proc.  I 

Work  £ 
Stations  5 

  P 

PBAX  S 

Copier  D 
Fax  U 

_   c 

Other  T 

rori 

M 

/fT> 

u 

j,  r 

*>  <5 

m 

/D.O 

ID.D 

System  S  W 
OA 

f,& 

1>Z 

3.c 

2.0 

3.0. 

2,0 

1,  D 

M 

6,D 

s.o 

/at 

?.C3 

F  R 

Apphc.   T  E 
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INPUT 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


Large 

Systems 


Small 
Systems 


Peripherals 

A  w»d 
J  Terminals 


Data 

Communi- 
cations 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 

Computer 


Word 
Proc. 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W  System 

OA  

F  R 

T  E  Applic 


Examples 


IBM  308X 
BUR  B5900 
HON  OPS7 
UNI  90/60 
OEC-10 


IBM8100 
BUR  8800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Modems 

Multiplexers 
Tech  Control 


Sail 

explanatory 


Self 
explanatory 


Self 
explanatory 


explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
ure! of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Sn  ft  ware 
(if  uif  ferent 
from  MfrJ 


QUALITY  OF  SERVICE 
t  ■  Low   5  *  Average    10  ■  Excellent 


is 
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INPUT 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  "Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS   YOUR  WILLINGNESS  TO  PAY 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
^Unwilling  1£Mfl/illing 


FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to \%  basic  charge 
3=Upto5%     4=10%  '5=15% 


1  irm 

System 

■  t'- 

Small 
Systems 

5. t 

>0.l 

u 

t  •  V 

o  - 

Peripheral* 

mil 
Terminals 

Data 

Communi- 
cations 

Persons! 

Ccmputsf  p 

Prr-;  | 

War/--  £ 

Sttt:«:  -.  t 

 ,  p 

PSA;  R 

8 

Otter  » 

System  S  W 
OA 

F  R 

Apphc  TE 
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INPUT 


YOUR 

RESPONSE 
TIME 

(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


TE  NANCE 
COVER* 

ACE 

(in  Sfiifa/ 
Wss4 


EQUIP- 
MENT 
USAGE 
(in  Shifts/ 
Weak) 


1  . 

-4  ,  0 

1  V- 

t  0 

It 

/  • 

-    1  V 

■  K 
"S  ' 

•/  r 

/  r 

/  «. 

j 

USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Examples 


Large 
Systems 


IBM  308X 
BUR  B5900 
HON  OPS7 
UNI  90/60 
DEC-10 


Manufact- 
urer of 
Your 
Equipment 


Servicer 

of  Your 
Equipment 
and 

Software 
(if  different 

from  MfrJ 


QUALITY  OF  SERVICE 
1 »  Low   5  ■  Average    10  =  Excellent 


Small 
Systems 


IBMStOO 
BUR  BSOO 
HON  DPS6 
H-P3000 
NCR  8200 


Peripherals 

and 
Terminals 


Self 
explanatory 


Dm 

Communi- 
csuons 


Modems 
Multiplexer* 
Tech  Control 


0 
F 
F 
)l 
C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Person*! 
Computer 


Self 
explaf*  r<ary 


Word 
Proc. 


Self 
explanatory 


7 


Kb 


Work 

Stations 


Self 
explanatory 


PBAX 


Self 
explanatory 


Copier 
rax 


Saif 
•xplanatory 


Other 


S  W 
OA. 
F  R 
TE 


System 


s«tf 

explanatory 


Applic 


Self 
•xplanatory 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
t  *  Undesirable 
10"  Very  Desirable 


YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
1=Unwilling  lQ=WH«iffl§ 


FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to  1%  basic  charge 
3=Upto5%      4=10%  '5=15% 


Urge 
Systems 

Small 
Systems 

Peripherals 

and 
Terminals 

Data 

Commiim* 
cation! 

Personal 
Computer  0 

Word  F 
Proc.  I 

Work  9 
Stations  * 

PBAX  R 

Copier  D 
Fax  U 

  C 

Other  T 

System  S  W 
0  A 

F  R 

Applic  T  E 

-313  - 


(5)1  QOT  htl  IWPI  IT  RonMr) 


YOUR 

RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


TE  NANCE 
COVER- 
AGE 

{in  Shifts/ 


EQUIP- 
MENT 
USAGE 

(in  Shifts/ 
Week) 


* 

- 
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INPUT 


USER  QUESTIONNAIRE 


j 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 

Systems 


Examples 


IBM  308X 
BUR  B5900 
HON  OPS7 
UNI  90/60 
DEC-10 


Manufact- 
urer of 
Your 
Equipment 


QUALITY  OF  SERVICE 
1  ■  Low   5  *  Average   10s  Excellent 


Servicer 

■of  Your 
Equipment 
and 

Software 
(if  different 

from  MfrJ 


Smell 
Systems 


IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Peripherals 
)  end 
Terminals 


Self 
explanatory 


6. 


i  t 


.0 


j.  0 


Data 

Communi- 
cations 


Mut!(p4«Ki>n 
Tech  Control 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


SaM 
explanatory 


Word 
Proc 


Self 

explanatory 


Work 
Stations 


Self 
explanatory 


PBAX 


Self 
explanatory 


Copier 
Fax 


Self 
explanatory 


Other 


S  W  System 

OA  

F  R 

T  E  Applic 


Self 
explanatory 


Self 
explanatory 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  =  Undesirable 
10  =  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=UnwiHing  10=Willing 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  U p  to  1%  basic  charge 
3=Upto  554     4=10%  "5-15% 


Large 
Systems 

Smalt 
Systems 

Peripherals 

and 
Tbrminab 

Data 
Communi- 
cations 

Personal 
Compute?  0 

Word  F 
Proc  i 

Work  § 
Stations  ■ 

  P 

PBAX  R 

Copier  0 
Fax  U 

  c 

Sther  T 

System  S  W 
OA 

F  R 

Applic  T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant   5  *  Neutral   10  3  Very  Important 


YOUR 

SYSTEM 
AVAILABILfTY 
{in  Percent) 


YOUR 

RESPONSE 
TIME 

(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE 
COVER- 
AGE 

(in  Shifts/ 
Week) 


EQUIP- 
MENT 
USAGE 
(in  Shifts/ 
Week) 
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INPUT 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


Large 
Systems 


Small 
Systems 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


Personal 
Computer 


Word 
Proc. 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W  System 
OA  

FR  ... 
T  E  Applic 


Examples 


IBM  308 x 
BUR  85900 
HON  DPS7 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  8800 
HON  0PS6 
H-P  3000 
NCR  8200 


Salt 
explanatory 


Modems 

Multiplexers 
Tech  Control 


Self 
expienetory 


Self 
expienetory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Servicer 

-of  Your 
Equipment 
and 

Software 
(if  different 

from  MfrJ 


QUALITY  OF  SERVICE 
1  *  Low  5  *  Average   10  s  Excellent 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=Unwillircg  10=Wtt!ing 


YOUR  WILLINGNESS  TO  PAY 
FDR  EXTRA/IMPROVED 
SERVICE 
1=None    2=  Up  to  1%  basic  charge 
3=Upto5%     4=10%  '5=15% 


Large 

Systems 

Small 
Systems 

Peripherals 

and 
Terminals 

Data 

Communi- 
cations 

Persc>v< 
Compa&r  0 

Wora  f 
Proc  i 

Wor*  £ 
Stations  fc 

p 

PBAX  R 
0 

£opm  D 
fw  U 
'           -  C 

Otte  T 

Sytu  .  S  W 
OA 

F  R 

Applie.  T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant   5  *  Neutral   10  *  Vary  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 
(in  Hours  from 
1st  call} 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP- 


COVER 
AGE 

(in  Shifts/ 
Weak) 


USAGE 
(in  Shifts/ 
Week) 


I 

USER  QUESTIONNAIRE 


1983 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Lars* 
Systems 


SmsIS 
Systems 


Peripherals 

end 
Terminals 


Data 

Communi- 
cations 


0 
F 
F 
I 

C 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Personal 
Computer 


Word 
Proc 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


S  W 
OA. 
F  R 
TE 


System 


Appiic 


Examples 


IBM  30SX 
BUR  B59O0 
HON  OPS7 
UNI  90/60 
DEC-10 


IBM  8100 
BUR  BdOO 
HON  DPS6 
H-P  3O0O 
NCR  8200 


Manufact- 
urer of 
Your 
Equipment 


QUALITY  OF  SERVICE 
1  *  Low   5  a  Average    10  =  Excellent 


Self 
explanatory 


Multiplexer* 
Tech  Control 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Sstf 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Servicer 
•of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  ■  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS   YOUR  WILLINGNESS  TO  PAY 


TO  AID  SERVICER 
IF  YOU  RECEIVED 

DISCOUNT 
t=Unwilling  10=Willing 


FOR  EXTRA/IMPROVED 
SERVICE 
1sNone    2=  Up  to  1%  basic  charge 
3=Upto5%     4=10%  5=15% 


Large 
Systems 

■ 

Small 
Systems 

7.1 

H  I 

'9  i 
<•  v. 

I  h 

!  , 
/  i  0 

y  /  / 

1  & 

•V  V 

j  ■  f 

y 

;> .  o 

— >.  i/ 

Peripherals 
and 

Terminals 

Data 

Communi- 
cations 

Personal 
Compute  p 

Word  F 
Proe.  | 

Work  £ 
Stations  t 

—   p 

PBAX  R 
 0 

Copier  D 
FaT  u 

C 

Other  T 

System  S  VV 
OA 

F  R 

Applie,  T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  B  Unimportant  5  *  N»utral   10  ■  Vary  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 

RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN* 

TE  NANCE  EQUIP- 


COVER 
AGE 

(in  Shifts/ 
Week) 


MENT 
USAGE 

(in  Shifts/ 
Week) 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


Large 
Systems 


Example!; 


IBM  308X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
DEC-10 


Manufact- 
urer off 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


DUALITY  OF  SERVICE 

1  s  Lor.'  fj  ■  Average-   tO  Ekss 


Small 

Systems 


IBM8100 
BUR  B800 
HON  0PS6 
H-P  3000 
NCR  8200 


Peripherals 

and 
Termini 


Self 
explanatory 


Data 

-]  \  Communi* 
cations 


Modems 
Multiplexer*  j 
Tech  Control 


0 

F 

F 

I 

C 

E 

P 

R 

0 

D 

U 

C 

T 

S 


Personal 
Computer 


Sell 
explanatory 


Word 

Proc. 


Self 
explanatory 


Work 
Stations 


Self 
exolenatory 


PBAX 


Self 
explanatory 


Copier 
Fax 


Self 
explenetory 


Other 


77 


5?  ii 


7>§ 


7,1 


7,7 


fa 


System 


S  W 
OA. 

F  R    «  . 
T  E  Applit 


Self 
explanatory 


Self 
explanatory 
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YOt!B  GESIRE  FOB 
.  DIFFERENT 
CONTRACTS 

1  *  Undesirable 

1Q  ■  Very  Oesirakfe 


YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 


TO  AID  SERVICER 
SF  YOU  RECEIVED 
DISCOUNT 


FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  tr>  1%  basic  charge 

3=Upto5%     4=10%  '5=15% 


Urge 

Systems 

Small 
Systems 

Peripherals 

and 
Terminals 

7c 

7.0 

7.o 

I  >  c 

Stl 

X  \ 
0  *  v 

?at 

1  o 

2.D 

Oats 
Commum- 
eations 

Personal 
Computer  O 

Word  F 
Proc  1 

Work  £ 
Stations  * 

PBAX  g 

s 

—   c 

Other  T 

System  SW 
OA 

F  R 

Applic  T  £ 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
■  Unimportant   5  3  Keatref    10  =  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 

TIME 
(in  Hours  from 
1st  call  J 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MASK* 
TE  NANCE  EQUIP* 


COVER 
AHE 

(in  Snirts/ 


MENT 

USAGE 
(in  Shifts/ 
Week) 


— — 

u 

At 

/,  0 

!/  0 

/  & 

1 

1.0 

<.  L 

D'.i 

s 

! 

J  1  V 

o  /  b 

s 
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INPUT 


USER  QUESTIONNAIRE 


1983 


FIELD  SERVICE  SURVEY  -  USERS 


Product 

Classification 


J  Systems 


Small 
Systems 


P 


Peripherals 

and 
Terminals 


Data 

COHMMMr 

cations 


F 

I 

G 
E 
P 
R 
0 
D 
U 
C 
T 
S 


Cotnpvtar 


Word 

Proc 


Work 
Station 


PBAX 


Co 


Other 


S  W  System 
OA  

T  E  Applit 


Exam  piss 


IBM  308X 
BUR  85900 
HONOPS7 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  8800 
HON  DPS8 
H-P  3000 
NCR  8200 


StH 
explanatory 


Manufact- 
nrer  of 
Your 

Equipment 


a.*,  »-»-«-  

RrlUTOpWmrTV 

Tech  Control 


StH   


Stlt   


Self 
explanatory 


SaH 
explanatory 


Self 

explanatory 


Self 
•xpianatory 


Servicer 
•of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 

1  •  Low   5  ■  Average   10  *  Excellent 


5.0 


>,0 


6,0 


3, 


5- 


't.t 


6.  t  h 


D.O 
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4 


YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  *  Very  Desirable 


YOUR  WILLINGNESS  YOUR  WILLINGNESS  TO  PAY 
TO  AID  SERVICER       FOR  EXTRA/iMPROVcD 


ft  \s 


/O.OJC 


H  .1 


D.O  a,o 


6/0 


/•  0 


AO 


Large 

System 


Small 
Systems 


Peripherals 

and 
Terminals 


Data 

Com  muni* 
cations 


Personal 
Compute  0 
r 


Wort  F 
Ptoc 

Work  § 
Stations  6 
P 


PBAX  g 

0 


Copter  p 

Fax  U 

  C 

Other  T 

System  SW 

'  OA 

"  F  R 

Applic   7  E 
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INPUT 


■J 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant  S  ■  Neutral   10  ■  Vary  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 

RESPONSE 
TIME 
(in  Hours  from 
1st  call) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN* 
TE  NANCE  EQUIP. 


COVER 
AGE 
(in  Shifts/ 
Wash) 


MENT 
USAGE 
(in  Shifts/ 
Week) 


1.1 

f4 

/D.l 

10,0 

?-«  y 

o  ■ 

3,0 

-St; 

/.  0 

7,1 

' 

)o;i 

u 

it ! 

r  1 

f  r 

i  f. 
/t.  # 

'!  VJ 

ill 

'  -  •  ^ 

;  1 

^  0 

y  „ 

v.  c 

/  o 

/{ ri 

r 

'  J  ,  v. 

/,  G 

..  . .  i^. 
:  •  -Vr 

1  , 

i,  0 

ri!  1 

/:.[■ 

J* 1 

USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Produc* 
Classification 


Largs 
Systems 


Small 
Systems 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


0 

F 

F 

I 

C 

E 

P 

R 

0 

D 

U 

C 

T 

S 


Personal 
Computer 


Word 
Proc. 


Work 
Stations 


PBAX 


Copier 
Fax 


Other 


System 


S  W 

OA  

F  R 

T  £  Applic 


Examples 


IBM308X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  8800 
HON  OPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


MultipWntart 
Teeh  Control 


Sail 
explanatory 


Salf 
explanatory 


Salf 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Salf 
explanatory 


Manufact- 
urer of 
Your 
Equipment 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  MfrJ 


QUALITY  OF  SERVICE 
1 *  Lew  5  *  Average   10  *  EKesllant 
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YOUR  DESIRE  FOB 
DIFFERENT 
CONTRACTS 
1  *  Undesirable 
10  ■  Very  Desirable 


your  Willingness 
to  aio  servicer 
if  you  received 
discount 

1^Un wiling  KHflfilling 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 
1=None    2=Up  to  1%  basic  charge 
3=  Up  to  5%      4-10%  '5=15% 


Urge 
Systems 


Small 
Systems 


7,0 


Peripherals 

and 
Terminals 


Data 

Communi- 
cations 


Personal 
Computer 


U  7.t 


7.D 


7.o 


lb 


16 


D.5 


Li 


/  i  L-l,  D 


Word 
Proc 


Work 
Stations 


PBAX 


Copier 
Other 


0 

F 
F 

8 

C 
E 
p 

0 
0 
HI 

c 

T 


System  SW 

 0  A 

 F  R 

Applic   T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  ■  Unimportant   5  "  Neutral   10  3  Very  Important 


YOUR 

SYSTEM 
AVAILABILITY 
(in  Percent) 


YOUR 
RESPONSE 
TIME 

(in  Hours  from 
IsttsJi) 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival) 


MAIN- 
TENANCE EQUIP* 


raw  £B 

AHE 

(in  Shirts/ 


mm 

USAGE 
(in  Shifts/ 
Week) 


m 

<  ,  r. 

!■  D 

j  t) 

t 

l-'O 

1     If . 

)  ^  r. 
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iwpin 


USER  QUESTIONNAIRE 


1983 


INPUT 


FIELD  SERVICE  SURVEY  -  USERS 


Product 
Classification 


large 
Systems 


Small 
Systems 


Peripherals 

end 
Terminals 


Data 
Communi- 
cations 


0 
F 
F 

t 

E 
P 
R 
0 
0 

u 
c 

T 
S 


Personal 
Computer 


Word 

Prcc. 


Work 

Stations 


PBAX 


Copier 
Fax 


Other 


System 


S  W 
OA. 
F  R 
T  E  Apphc 


Examples 


IBM  308X 
BUR  B5900 
HON  DPS7 
UNI  90/60 
OEC-10 


IBM  8100 
BUR  B800 
HON  DPS6 
H-P  3000 
NCR  8200 


Self 
explanatory 


Manufact- 
urer  of 
Your 
Equipment 


Multiplex*** 
Tech  Control 


Self 

explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Self 
explanatory 


Serf 
explanatory 


Self 
explanatory 


Servicer 
of  Your 
Equipment 

and 
Software 
(if  different 
from  Mfr  J 


QUALITY  OF  SERVICE 
1  ■  Low   5  "  Average    10  *  Excellent 


7  c 


7.0 


7,. 


V  T) 
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YOUR  DESIRE  FOR 
DIFFERENT 
CONTRACTS 
1  *  Undeniable 
10  *  Very  Desirable 


YOUR  WILLINGNESS 
TO  AID  SERVICER 
IF  YOU  RECEIVED 
DISCOUNT 

1=UnwiiSing  1Q*Vtfilling 


YOUR  WILLINGNESS  TO  PAY 
FOR  EXTRA/IMPROVED 
SERVICE 

1-None  2=Up  to  ?%  basic  charge 
3=Upto5%     4=10%  '5*15% 


PRICING 


Systems 


Small 
Systems 


Peripherals 

and 
Terminals 


mm' 
Commit  ni* 
cations 


Personal 
Computer 


0 
F 
F 
I 

C 
E 
P 
R 
0 
0 
U 
C 
T 


1\ 


7,0 


Li 


V,0 


Li 


2ji 


Word 

Proc 


Work 
Stations 


PBAX 


Copier 
Fax 


System  S  W 

 OA 

 F  R 

Applic  T  E 
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INPUT 


IMPORTANCE  OF  SERVICE  ISSUES 
1  *  Unimportant   5  a  Neutral   10  s  Very  Important 


YOUR 

SYSTEM 
AVAJLABIirTY 
{in  Percent) 


YOUR 

RESPONSE 
TIME 

(in  Hours  from 
Isteatf* 


YOUR 
REPAIR 
TIME 
(in  Hours  from 
arrival} 


TENANCE 
COVER- 
AHE 

(in  Sntrts/ 


EQUIP- 

mm 

USAGE 
(in  Shifts/ 
Week) 


} 

— 

,  



* 

—  





1 

si  V 

,  p 

J  . 

 >  '  i 

f  , 

i  .  : 

k       i  . 

u 

/ 

s .  r» 

/f.f:, 
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INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 

— ,  =£__:  

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 
iQftt              C  <J00.a&4/ff 

What  is  your  attitude  to 
remote  diagnostics? 

 _____  ,  > 

1984 
1P,R5 

What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

 ,  ,  — 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

If)                1 1 

What  are  the  best  or  most  positive 
aspects  of  service? 

m  ****"  ~~* 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

tJb 

What  really  annoys  you 
about  maintenance? 



• 

GENERAL  INFORMATION 

primary  business  of  company  r 
total  number  of  employees  ^ 
number  of  EDP  employees  ^ 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN  j 
INDIVIDUAL  BASIS.  j 

THANK  YOU.       //,  _/,  ~ilu6UA*&- 

total  EDP  budget  for 
1983    .   1984 

are  you  buying  new  equipment  in  1984? 
If  yes.  what?   Te~X  J  ^ist*y<J2s2tt- 

( U/OL^^    OTL   fSM  J. 

PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD.. 
AIRWORK  HOUSE. 
35  PICCADILLY, 
LONDON.  W1V9PB 

IIS! PI  JT 

Planning  Services  For  Management  II  VI  ■ 

In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


ms.  


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware   .  Softwa^e^ 

1983 

1984  9tKMtF   0  tME 

'  >  n >•  >  if 

1985  s?0?Mif  mo  KM 

/ 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor^  why  or  why  not? 


-Teg-  aJlert<- 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


M 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  ©^employees 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS 

THANK  YOU. 


total  EDP  budget  for 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

t/tr 


PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD., 
AIRWORK  HOUSE. 
35  PICCADILLY. 
LONDON.  W1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


i    /t  i      i  -~ 


Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 


11.  ( 
1983  i?<$GO 


1984 


//./ 


1985        3  O^O 


What  is  your  attitude  to 
remote  diagnostics? 


J- 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


r 


tie. 


r 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 
 ^3^o 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.  //. 


total  EDP  budget  for 

1983  3-6/^^6^5  1984  */0  tco  ceo 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 


PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE. 

INPUT  LTD, 

AIR  WORK  HOUSE, 

35  PICCADILLY, 

LONDON,  W1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


>jA  A 


4<L 


Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

1983  'fbte4*K  C_[S0A 

1984  4  ooK  AoK 

1985  £~OX>'( 


n/0.  ^ 

?47/< 


What  is  your  attitude  to 
remote  diagnostics? 


J 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


thus 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

k>^\~  At f«/  aC»f^^fe 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


No 


11+ 


24 


6<L 


^  L*t/^  called' 


r 


7^ 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


number  of  EDP  employees 
/  40 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 


total  EDP  budget  for 

1983  /<S  milt****  1984  X*  *V//rVv  * 


are  you  buying  new  equipment  in  1984? 
If  yes,  what?  . 


PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE, 
INPUT  LTD., 
AIRWORK  HOUSE. 
35  PICCADILLY, 
LONDON.  W1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware  Software 


1983 


1984 


1985 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


A 


f 

<2_ 


GENERAL  INFORMATION 


total  number  of  employees 

-2.000 

number  of  EDP  employees 

total  EDP  budget  for 

1983  1984 

primary  business  of  company 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  'INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS 

THANK  YOU. 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 


PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE, 
INPUT  LTD., 
AIRWORK  HOUSE, 
35  PICCADILLY. 
LONDON,  W1V  9PB 


Planning  Services  For  Management 


INPUT 


jn  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


1983 


1984 


1985 


}iic 


Hardware 

Caac  ... 
1  $£v«-o 


2i.  r 


1 


Software 


What  is  your  attitude  to 
remote  diagnostics? 


V 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


-A 


L 


Aw. 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 


total  EDP  budget  for 
1983    %  rvvJ5L\.  1984 


•a. 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

I  


PLEASE  RETURN  A.SA.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD.. 
AIRWORX  HOUSE, 
35  PICCADILLY. 
LONDON.  W1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

IT'** 

What  is  your  attitude  to 
remote  diagnostics? 

__, 

 —__   

  S  

1984  /TZ&o. 



■ 

What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

—   ,  ___ 

What  are  the  best  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

:•?•■ 

What  really  annoys  you 
about  maintenance? 

 Uf  

GENERAL  INFORMATION 

primary  business  of  company 
total  number  of  employees 
number  of  EDP  employees 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.  y 

THANK  YOU.       //     J*  ^Cu$Ua-*~* 

total  EDP  budget  for 

1 983  %  %To  >  ooo  1 984    <fm  ° 

are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE, 

INPUT  LTD., 

AIR  WORK  HOUSE. 

35  PICCADILLY. 

LONDON.  W1V9PB 

Planning  Services  For  Management  l!\IF^L_J  I 

• 

In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


0^ 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware'  Software 


1983 


1984 


1985 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


T4  S  dL  UiaT 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 

 <A\o 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.  //, 


total  EDP  budget  for 
1983  §*>.Cc4.co<i?)fl984   3f,<*%t.occ  BP 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 


PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD.. 
AIRWORK  HOUSE. 
35  PICCADILLY. 
LONDON,  W1V9PB 


Planning  Services  For  Management 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


1983 


1984 


1985 


H 


Y 


Software 

 1  


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


fie      f)PzJew/~  Jtfcr*/t 


Oh 


f 


-r 


Kf.r///e  Jkt-^fc 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


/ 


JSLl 


?r*u«    /&M      huts  re/e*ue. 


are.  M<i 


7^     Us^h/'i.  ef 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 

£5 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OiR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.  , 


THANK  YOU. 


total  EDP  budget  for 

1983  €*t  MB?    1984  ?OA7£p 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 


PLEASE  RETURN  A.S.A.P.TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE, 
INPUT  LTD., 
AIRWORX  HOUSE, 
35  PICCADILLY. 
LONDON,  W1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


f 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  are  the  best  or  most  positive 
aspects  of  service? 


GENERAL  INFORMATION 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware  Software^ 
1983    f! h  ^<pVnrv>    &r  V  >n/( 


1984     fif  C)C  cTO    O  F  L(.  )  snt 


1985 


What  is  your  attitude  to  preventive 
maintenance? 


Do  you  receive  any  specijl  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


AM 


primary  business  of  company 


total  number  of  employees 

number  of  EDP  employees 

er 

total  EDP  budget  for      j  <J 

1983  /S 'ttuftfwm 

/ 6  tf-ttftf 

are  you  buying  new  equipment  in  1984? 
If  yes,  what?  . 


2 


What  is  your  attitude  to 
remote  diagnostics? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


A/o 


A. 


4 


J. 


What  really  annoys  you 
about  maintenance? 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.  y 

THANK  YOU.       A    Jj  ^VUSUA^^ 


PLEASE  RETURN  A.SAP.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE. 

INPUT  LTD., 

AIR  WORK  HOUSE, 

35  PICCADILLY, 

LONDON,  W1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

What  is  your  attitude  to 
remote  diagnostics? 

 —  — 

1984           \4fOo&.  Tt0cx>. 

uoe  n£u£K  H4£>  -A^ 

10.85     ~L    [TyOOO,  T>©e>o, 

—  

 — - — - — — —  

What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

HO  KioT 

What  are  the  best  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

What  really  annoys  you 
about  maintenance? 

Vr  Tfrr^  too  nuc-H 

GENERAL  INFORMATION 

primary  business  of  company 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  S  i  i-iiCTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.        / 1. 

total  number  of  employees 

number  of  EDP  employees 

total  EDP  budget  for 
1983  1984 

PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE, 

INPUT  LTD., 
AIRWORK  HOUSE, 
35  PICCADILLY, 
LONDON.  W1V9PB 

are  you  buying  new  equipment  in  1984? 
^es,  what?     ty£_^  ; 

INPl  JT 

Planning  Services  For  Management  B!  \il  ■ 

In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware 


Software 


1983 


1984 


1985 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


f 


1 1.  sh>.<nx^- 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


7  7  / 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 
f*U>  . 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 


total  EDP  budget  for  ( Ac-ittoi^J"  /n^ct* 
1983  1984 


1% 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 


PLEASE  RETURN  A.SA.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE. 
INPUT  LTD., 
AIRWORK  HOUSE. 
35  PICCADILLY, 
LONDON.  W1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


1983 


1984 


1985 


Hardware  Software 
/.fro -gyo  for  .  rc^fih 

n  7      C  9 


What  is  your  attitude  to  preventive 
maintenance? 


What  is  your  attitude  to 
remote  diagnostics? 

Pro  i  rife  L^jr 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS 

THANK  YOU. 


total  EDP  budget  for 

1983  ir.fPQ,^pr  1984  r'^.rrv.o^  jsf 


are  you  buying  new  equipment  in  1S84? 
If  yes,  what?  ^ 


PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE. 

INPUT  LTD., 

AIR  WORK  HOUSE, 

35  PICCADILLY, 

LONDON,  VV1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

 7/\  Ha/dware  Software 

What  is  your  attitude  to 
remote  diagnostics? 

y 

<*-  /  / 

(fl.L  C.<? 

1984  0^'S1jv           "  O// 3c  cvu 

,yl7o-i    Mr/  u  i 

y^O/y  Jsc  Live  oy/ S~c  tno5 

What  changes  should  the  vendor  t.ike  to 
significantly  improve  the  level  of  wrvice? 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

■ 

■   1  — 1  1  1 —  

 f 

What  are  the  best  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

What  really  annoys  you 
about  maintenance? 

f^Arec      Vee<rJ  SO&y 

'a 

 ,  

GENERAL  INFORMATION 

primary  business  of  company 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

total  number  of  employees  q 

number  of  EDP  employees  „ 

J>S> 

total  EDP  budget  for 

1983£^r^-^^  1984  &///J>A7;/Ari 

PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 
DIRECTOR  FIELD  SERVICE, 
INPUT  LTD.. 
AIRWORK  HOUSE. 
35  PICCADILLY, 
LONDON.  W1V9PB 

are  you  buying  new  equipment  in  1984? 
Ifyes.what?^^   /^^W.    o  ^ 

is,?* 

Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


■  ■o. :  ^ 


X 


3 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware 


Software 


1983 


1984 


1985 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


ft* 


\-}\\    'A  >  \ 


What  are  the  best  or  most  positive 
aspects  of  service? 


■  \  I 


discount  on  y 
Please  detail. 


Do  you  receivj  any  special  pricing  or 


3ur  maintenance? 


What  really  annoys  you 
about  maintenance? 


-U1 


43- 


I D. 


34=  ftc.^ — <- 


CU14U  , 


f 

1 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 


total  EDP  budget  for 

1983  %7S.tr.c  lggf£3L£gL< 


are  you  buying  new  equipment  in  1984? 
If  yes,  what? 

Mo. 


PLEASE  RETURN  A.S.A.P.  TO: 

ANDY  THOMAS 

DIRECTOR  FIELD  SERVICE. 

INPUT  LTD.. 

AIR  WORK  HOUSE. 

35  PICCADILLY, 

LONDON.  W1V9PB 


Planning  Services  For  Management 


INPUT 


In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware 


1983 


1984 


1985 


?ware  y 


?  on  -Ceo 


Software 


V.o 
I 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

Y\o  '  


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


f- 


number  of  EDP  employees 

to  \ 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 


total  EDP  budget  for 
1983  39,  iv  ^  1984 


are  you  buying  new  equipment  in  1984? 
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In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


1983 
1984 
1985 


Hardware  Software 
jt  luo  tnv  Fjt     t  /&~o  try* 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 
0  ijcct  V<vJO<^_we-\^f 


jmbi 


total  number  of  employees 


number  of  EDP  employees 
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INDIVIDUAL  BASIS. 
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In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


What  is  your  attitude  to 
remote  diagnostics? 


1983 


1984 


1985 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


di  Us  *U  oV  liL 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


OL>V<U 
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What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


number  of  EDP  employees 
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ALL  INFORMATION  PROVIDED  WILL  BE 
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In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


What  is  your  attitude  to 
remote  diagnostics? 


Hardware 


Software 
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1983 


1984 
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What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


MfXH  A-  Ml  CfiJL 
Q,P.C/Tln  Kl  S> 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 

P-KiO    ftbfA\<l  T)MC. 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


(xa  Hft    B  P.  D 


GENERAL  INFORMATION 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.       /},  Jj  ^U^U*^< 
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In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


What  is  your  attitude  to 
remote  diagnostics? 


1983 


1984 


1985 


ardware 


Software 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

»>nZ*-  


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

Vo 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 


total  number  of  employees 


number  of  EDP  employees 


ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 
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are  you  buying  new  equipment  in  1984? 
If  yes,  what? 
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In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 

Approximately  what  are  your  total 
expenditures  for  maintenance? 

Hardware  Software 

What  is  your  attitude  to 
remote  diagnostics? 

1984 
19RR 

What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 

What  is  your  attitude  to  preventive 
maintenance? 

Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 

ffOj    tiuo  /s 
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What  are  the  best  or  most  positive 
aspects  of  service? 

Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

What  really  annoys  you 
about  maintenance? 

GENERAL  INFORMATION 

primary  business  of  company 
total  number  of  employees 
number  of  EDP  employees 

ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS.  , 
THANK  YOU                     A  ^HjLj6WI-4>-* 
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In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 
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Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware 

1983         .^/.^  ±±  C  B£ 


1984 


Software 


1985 


What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 
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What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 


1M 


GENERAL  INFORMATION 


primary  business  of  company 

Sliced  &£*2±z£i%. 


total  number  of  employees 
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number  of  EDP  employees 
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ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU.  //, 
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are  you  buying  new  equipment  in  1984? 
If  yes,  what?  . 
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In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


1983 


1984 


1985 


m 

_  Hardware 

fid  .inn? 
$Tb  <rvy 


Software 


What  is  your  attitude  to  preventive 
maintenance? 


What  is  your  attitude  to 
remote  diagnostics? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 

/ho 


What  really  annoys  you 
about  maintenance? 


GENERAL  INFORMATION 


primary  business  of  company 

kdcf  /</&.6l<}  Cartful     /  w&cec 


ota I  number  of  empf 


lumber  of  EDP  employees 
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ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
CONFIDENCE.  INPUT  WILL  NOT  IDENTIFY 
OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 

THANK  YOU. 
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re  you  buying  new  equipment  in  1984? 
yes,  what? 
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In  your  opinion,  what  are  the  worst 
features  of  the  service  you  are  receiving? 


Approximately  what  are  your  total 
expenditures  for  maintenance? 


Hardware 


1983 


1984 


1985 


Software 
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What  is  your  attitude  to 
remote  diagnostics? 


What  changes  should  the  vendor  take  to 
significantly  improve  the  level  of  service? 


What  is  your  attitude  to  preventive 
maintenance? 


Have  you  considered  using  a  Third  Party 
Maintenance  vendor,  why  or  why  not? 


No 


Nor  tiMLthLS. 


What  are  the  best  or  most  positive 
aspects  of  service? 


Do  you  receive  any  special  pricing  or 
discount  on  your  maintenance? 
Please  detail. 


What  really  annoys  you 
about  maintenance? 
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total  number  of  employees 


number  of  EDP  employees 
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ALL  INFORMATION  PROVIDED  WILL  BE 
TREATED  IN  THE  STRICTEST 
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OR  DISCLOSE  INFORMATION  ON  AN 
INDIVIDUAL  BASIS. 
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